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ABSTRACT 
 
Employee empowerment is a strategy that small business managers can 
deploy to add value to the business.  This strategy is aimed at cultivating the 
power and ability of employees in their jobs.  A business is a business by 
people working in it though they differ in many ways their contribution to the 
success of the organization is very important.  However, these people are not 
often recognized as value contributors in the success of the business and for 
this reason they do not intend to add value to the business and they become 
demotivated to do their jobs properly. People are the business storehouse of 
knowledge and they are central to the organization's competitive advantage. 
Well educated, coached, and highly motivated people are critical to the 
development and execution of strategies, especially in today's fast-paced 
market, where top management can no longer assure the business 
competitiveness in isolation.  
In the business world, almost all businesses are doing the same, small 
businesses should strive to do things differently, and the only way that they 
can achieve that uniqueness is through instilling frankness and liberty to 
employees so that they act as if the business also belongs to them.  The 
reason behind this success is the strategy the business is using to get into the 
heart of its customers, and this strategy is “employee empowerment”.  People 
are the business's most underutilized resource; involvement in an 
organization is no longer a one-way road. In today's corporate environment a 
manager must work towards engaging the organization forcefully enough to 
achieve its objectives.  
New knowledge-based enterprises are characterized by flat hierarchical 
structures and a multi-skilled workforce. Managers assume more leadership 
and coaching tasks and work hard to provide employees with resources and 
working conditions they need to accomplish the goals they have agreed to. In 
brief, managers work for their staff, and not the reverse and this makes 
employees feel valued.  Small business owners should tap into a new 
 v
dimension of utilizing employee empowerment strategies in their businesses 
as these are proficient and are not costly.   
This paper investigates employee empowerment strategies that can be used 
by small, medium and micro enterprises (SMME's).  An important reason for 
this investigation is that small businesses have incompetent skilled labour 
force due to the fact that they operate under a limited budget from which it 
would be difficult to get skilled workers who will demand higher salaries, as a 
result they need to put their energies rather on equipping and educating their 
employees through empowerment, which could at the end make them feel 
valued and part of the business.  It is imperative to firstly assess the current 
situation of small business commitment to employee empowerment 
strategies; to what extent do they use employee empowerment strategies in 
their businesses 
In terms of the empirical study it was determined that small businesses were 
not aware of the concept of employee empowerment, but are in actual fact 
practicing employee empowerment strategies that have been theoretically 
revealed, according to the researcher’s observation, they were not aware of 
the impact of employee empowerment in the organization and that they can 
be implemented into the business.  Therefore, by introducing the concept of 
employee empowerment and the strategies that can be used in small 
businesses, SMME's can enhance their services to customers, increase 
productivity and contribute to the welfare of employees to add value to the 
individual, the business and the country. 
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CHAPTER 1 
 
INTRODUCTION AND BACKGROUND TO THE STUDY 
 
1.1  INTRODUCTION 
 
Today's technologically and competitive business world puts pressure on 
businesses to adapt to changes in procedures, structures, systems and 
processes.  Organizations that foster innovation and creativity with willingness 
to change are in position to become leading organizations in the 21st century.  
Businesses embark on a myriad ways to improve their administration, these 
include, technological improvements, social responsibility initiatives, building 
customer relationships, organizational designs, etcetera, and the motive behind 
what they do is to stay profitable and competitive.  Small businesses, unlike 
large businesses, operate under limited resources, which hinder them from 
reaching the level of large businesses and as such they need to analyse their 
current situation and find out from the scarce resources they have, which 
resources they can invest in for competitiveness.   
 
In today's economic environment, businesses can only stay ahead and 
competitive by investing in their true competitive advantage – people.  Business 
success is not from the financial status, the equipment and technology the 
business is using, processes and systems in place, but upon the driving force 
behind these, which is people.  How organizations educate, develop, deploy 
and empower their people determines their way to success. 
 
Small businesses should strive to achieve competitive advantage in their 
sphere.  Brewster, Carey, Dowling, Grobler, Holland and Warnich (2003: 29) 
define competitive advantage as follows: "a firm is said to have a competitive 
advantage when it is implementing a value creating strategy not simultaneously 
being implemented by any current or potential competitors".   
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Employees need to feel that their inputs in the success of the organization are 
being valued and that they belong to the business and are not just production 
slaves.  Talented and empowered human capital is becoming the prime 
ingredient of the organizational success and this will require a management and 
leadership style that is flexible and willing to change.   
 
The changing environment seeks to meet the needs of customers and as such 
this will result not only in the ability of a manager or owner to manage the 
business but also in the ability of employees to get the job done in order to 
satisfy the needs of customers. The challenge to the employer is to allow 
autonomy and freedom to employees to act on their own with regard to their 
jobs and that would be empowerment.  Small businesses need to employ in 
their business process the use of empowerment strategies to motivate and 
empower employees to have control over what they do.  Small businesses do 
not have formal human resources structures that are developed to oversee the 
needs of employees in the business, instead the owner of the business should 
be well constructive in all management aspects of the business and this will 
include management of employees.  Megginson, Byrd, Scott & Megginson 
(1994: 268) state that the continued effectiveness of a business results not only 
from the ability of the owner but also from: 
 
a) The talents and natural ability of employees; 
 
b) Their development through training, education, and experience; and 
 
c) Their motivation. 
 
As for small businesses their survival largely depends on having people to 
assist in the running of the business on a daily basis. 
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1.2 PROBLEM STATEMENT 
 
Amos and Ristow (1999:1) state that, “People are an essential prerequisite for 
the existence, formation and continued existence of the business organization". 
No business works in isolation, whether it has 1, 2, 50, 100 or 1000 employees 
it still works with people and it is important that the contribution made by these 
individuals should be recognized as adding value to the business.  Some 
employees leave organizations due to reasons not relating to benefits and 
wages but more interpersonal reasons.  They run away from the manager’s 
treatment by running away from the organization. 
   
Attard (2005) states that employees leave their jobs due to internal problems, 
which in many cases is the small business owner's approach in managing the 
business. Schultz and Werner (2003:9) define management as the act of 
achieving the objectives of the business efficiently and ethically by bringing and 
working together with people. The greatness and competitive advantage is 
achieved with people – not bricks and mortar, capital requirements and other 
tangible resources.  How organizations educate, develop, deploy and empower 
their people determines their faithfulness in retaining them.  Schultz and Werner 
(2003:11) further agree that:  
A global organization depends on people who embrace the new 
employment contract, a contract that requires employees to 
become self-starters, to take responsibility for their own career, to 
be self-confident, creative and innovative and to engage in 
continuous learning.  
 
Small businesses often do not have a dedicated human resource professional 
on staff nor do they typically have the money to fund tuition compensation 
plans, extended vacations, or competitive salaries and benefits.  Employee 
turnover therefore for small, medium and micro enterprises impacts greatly and 
these businesses need to find ways unleashing the human capital power.  As 
they operate on limited financial resources, capital funds, lack of access to 
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technology and facilities for marketing, it is therefore imperative for them to work 
closely with their non-financial intangible resource, people.  
 
Nickels, McHugh and McHugh (2005:228) define empowerment as “giving 
employees the authority (the right to make a decision without consulting the 
manager) and responsibility (the requirement to accept the consequences of 
one’s actions) to respond quickly to customer requests”.  Schultz (2003: 141) 
explains empowerment in a nutshell as the sharing of influence and control with 
employees. Kinlaw (1995: 2) maintains “empowerment is a kind of popular 
macro-strategy for continuous improvement and has become a shorthand 
expression for a variety of ways of applying the competencies of people in new 
and creative ways to every aspect of an organization’s performance”. However, 
management perspective on employee empowerment will make the approach 
ineffective, some think the approach will basically make them lose their current 
management positions and be equal with employees and that is not the case, 
rather it aims at creating a more flattened organizational structure and a 
participative approach.  It is therefore vital to first clear the mindset of both 
managers and employees on what exactly employee empowerment is.   
 
Employee empowerment is a strategy to business success, but how and when 
to apply the strategy is important to the small business owner. Small business 
owners who are dedicated at adding value to their businesses will find ways of 
empowering their employees and make empowerment a continuous learning 
event of the business, which can be fixed firmly in the culture of the business.  
Employees are the most valuable asset of the business and for this reason they 
need to be nurtured and developed so that they may stay longer in the 
business. It is believed that best investment should be made in employees, so 
that whatever they learn they can put it back into the business.    
 
Van der Merwe (2003:34) outlines the fact that entrepreneurs, as the drivers of 
their businesses, need to address the attitudes and expectations of their 
employees. The needs of employees should not be overlooked, but taken into 
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consideration and they need to be involved in the process of the business 
venture and understand their existence.   
 
The purpose of the study is to investigate empowerment strategies for small, 
medium and micro enterprises (SMME’s), giving particular consideration to the 
following research objectives: 
 
 Understanding the concept of employee empowerment; 
 The strategies small businesses can utilize to empower their employees;  
 The barriers to employee empowerment; 
 Benefits of empowerment and the organizational culture that supports 
empowerment; and  
 The implementation of employee empowerment. 
 
This will be achieved through assessing the extent to which small, medium and 
micro enterprises (SMME's) use employee empowerment strategies, in order to 
understand their capacity of involvement in such activities and whether 
employees agree with what the business is doing. 
 
1.2.1 Main Problem 
 
The above statement leads to the following problem being addressed by the 
researcher: 
To what extent do small, medium and micro enterprises (SMME’s) use 
employee empowerment strategies?  
 
1.2.2 Sub-problems 
 
In order to develop a strategy to resolve the research problem, the following 
sub-problems have been formulated. 
 
a) What is empowerment and why is it important? 
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b) What strategies can be used to empower employees? 
c) What are the barriers and benefits of employee empowerment? 
d) What type of organizational culture is necessary for the successful 
empowerment of employees? 
 
The implementation of employee empowerment strategies will result in small 
businesses achieving competitive advantage. 
 
1.3 DEFINITION OF KEY CONCEPTS 
 
The concepts that appear in the title, main problems and sub-problems will be 
explained to remove any interpretation differences and these include: 
 Empowerment 
 Strategy 
 Barrier 
 Benefit 
 Small, medium and micro enterprises (SMME’s) 
 Organizational culture 
 
1.3.1 Empowerment 
 
According to Schultz (2003: 147) empowerment is regarded as the sharing of 
power or authority from those who are in control positions to those who are in 
the lowest level positions in the organization to assist them in achieving control, 
accountability, problem-solving capabilities, potential, own destinies and having 
the benefits of empowerment in their own lives.  
 
Robbins and Decenzo (2004:65) define empowerment as “the redesigning of 
jobs in order to increase the decision-making discretion of employees”. Nelson 
and Quick (2005:372) define empowerment as “creating conditions for 
heightened motivation through the development of a strong sense of personal 
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self-efficacy”. This study used empowerment definition as provided by Schultz 
(2003: 147). 
   
1.3.2 Strategy 
 
A Strategy is a proactive and systematic approach to quality and 
competitiveness.  It is a broad plan of action for pursuing and achieving the 
firm’s objectives and satisfying its mission (Ivancevich, Lorenzi, Skinner and 
Crosby, 1997:184).  Nieman (2003: 245) define strategy as “a pattern of action 
and resource allocation to achieve the goals of the organization”.  This study 
used a strategy definition as explained by Ivancevich, Lorenzi, Skinner and 
Crosby (1997:184). 
 
1.3.3 Barrier 
  
A barrier is a factor that makes it difficult to make progress or achieve expected 
results. According to Garden (2000 – 2005) a barrier is "something material that 
blocks or is intended to block passage”. 
 
1.3.4 Small, Medium and Micro Enterprises (SMME's) 
 
The most often used framework in South Africa is the definition of the National 
Small Business Act, which defines five categories of business as follows: 
 Survivalist enterprises: the income generated is less than 
the minimum income standard or the poverty line.  This 
category is considered pre-entrepreneurial and includes 
hawkers, vendors and subsistence farmers. (In practice, 
survivalist enterprises are often categorised as part of the 
micro-enterprise sector.) 
 
 Micro enterprises: the turnover is less than the VAT 
registration limit (that is, R150 000 per year).  These 
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enterprises usually lack formality in terms of registration.  
They include, for example, spaza shops, minibus taxis 
and household industries.  They employ no more than five 
people. 
 
 Very small enterprises:  these are enterprises employing 
fewer than 10 paid employees, except mining, electricity, 
manufacturing and construction sectors, in which the 
figure is 20 employees.  These enterprises operate in the 
formal market and have access to technology. 
 
 Small enterprises:  the upper limit is 50 employees.  Small 
enterprises are generally more established than very small 
enterprises and exhibit more complex business practices. 
 
 Medium enterprises:  the maximum number of employees 
is 100, or 200 for the mining, electricity, manufacturing and 
construction sectors.  These enterprises are often 
characterised by the decentralisation of power to an 
additional management layer (SME’s Access to Finance in 
South Africa, 2005). 
 
1.3.5 Organizational culture 
 
Gomez-Mejia, Balkin and Cardy (1995:23) define organizational culture as “the 
basic assumptions and beliefs that are shared by members of an organization, 
that operate unconsciously, and that define in a basic taken-for-granted fashion 
an organization’s view of it and its environment".   Robbins (2001: 510) 
circumscribes the term organizational culture as “referring to a system of shared 
meaning held by members that distinguishes the organization from other 
organizations".   
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Nelson and Quick (2005:530) define organizational culture as a blueprint of how 
things are done in the organizations and imparted to new members as the way 
of belonging the organization. It is basically the manner and learned ways that 
govern and shape the organizations people relationships. Nelson and Quick's 
definition is applicable for this study. 
 
1.4 DELIMITATIONS OF THE RESEARCH 
 
The research aims at investigating employee empowerment strategies that can 
be used by small, medium and micro enterprises, through assessing and taking 
into account the degree to which they empower their employees.  The study 
primarily includes the understanding of the concept of employee empowerment 
for both employers and employees, the importance of the term “employee 
empowerment", the barriers and benefits associated with employee 
empowerment and focus is given to the culture that supports employee 
empowerment.  
 
 Geographical area 
 
The study was conducted on 15 small, medium and micro enterprises (SMME's) 
in the central city of Cape Town in Western Cape. 
 
 Business Type 
 
The study was explored on SMME's that fall within the following sectors or 
categories:  
a) Manufacturing,  
b) Recruitment,  
c) Arts and craft,  
d) Travel and tourism,  
e) Catering services,  
f) Information technology,  
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g) Education and training,  
h) Consultants and  
i) Security services 
 
 Organization 
 
The study was conducted in organizations that met the following criteria:  
a) Organizations that fall under the definition of SMME's as defined above. 
b) Organizations in the above mentioned sectors or categories.  
 
 People Survey 
 
The study was aimed at business owners (employers) and employees who are 
employed in the above businesses.  
 
1.5 RESEARCH DESIGN 
 
In this section, the broad methodology that was followed to solve the main 
problem and sub-problems logically and systematically is described. 
 
1.5.1 RESEARCH METHODOLOGY 
The following procedure was adopted to solve the main and sub-problems: 
 
a. Literature survey  
A detailed survey of what the literature reveals about employee empowerment 
as a strategic tool for small businesses to develop and retain their employees. 
 
b.  Empirical study 
 Questionnaire 
A questionnaire was constructed to evaluate and establish the concept of 
employee empowerment in SMME's.  The questionnaire was drafted for both 
employers and employees. The employer’s version evaluated the extent to 
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which they empower their employees and the employee’s version determined 
their empowerment level and evaluated if they agreed with the strategies that 
are employed in the business to empower them.  The questionnaire was 
structured to explore and study employee empowerment strategies and to 
gather general feedback from the employee empowerment concept. A specific 
criterion was followed in the questionnaire design so that respondents 
understood the questions asked clearly.  Questionnaires were hand delivered.  
 
 Sample 
The questionnaire was completed by 15 entrepreneurs or businesses and 
employees from the following sectors: manufacturing, recruitment, arts and 
craft, travel and tourism, catering services, information technology, education 
and training, consulting and security services in order to gather information 
about the level of empowerment strategies and employee empowerment within 
the business.  
  
 Statistical analysis of data  
The statistical procedure used in interpreting and analyzing the data was 
determined in consultation with a statistician at the time the questionnaire was 
drawn up. 
 
1.6 SIGNIFICANCE OF STUDY 
 
The study is significant to: 
 Managers in businesses that participated in this study who want to 
assess their efforts in retaining their valuable asset - employees.  
 Small business owners who are responsible for the effectiveness of the 
business.   
 Owners who want to empower their employees so that they stay longer 
in the business and contribute to the satisfaction of customers. 
 Employees who are in front line positions for customer satisfaction. 
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1.7 KEY ASSUMPTIONS 
 
It is assumed that the need to identify effective empowerment strategies by 
employers for their employees will assist in the effectiveness of the business 
and improving the workplace relations between the employer and the 
employees and thus increasing the competitiveness and enhancing the 
operational capacity of the business.
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CHAPTER 2 
 
THE CONCEPT OF EMPLOYEE EMPOWERMENT 
 
2.1  INTRODUCTION 
 
Empowerment is a core concept of the new management model.  As 
businesses strive to become competitive through new technologies and 
processes, so does the management style need to adapt to changes.  The 
purpose of this chapter is to firstly explain what employee empowerment is, why 
employee empowerment is important to small business success and to present 
a comprehensive review of the recent literature on employee empowerment as 
a strategy that allows individuals in an organization to perform effectively, in 
such a way that both the organization and the individual succeed and improve 
personal and organizational performance. The study will outline the barriers to 
employee empowerment, assess the benefits associated with employee 
empowerment and briefly outline the management and employees’ perspective 
on empowerment. The reason for lack of employee empowerment in the 
organization will be discussed and an assessment on an organizational culture 
that is conducive to employee empowerment will be discussed. 
 
2.2 WHAT IS EMPLOYEE EMPOWERMENT?  
 
Empowerment is ensuring that employees closest to a problem or need have 
the authority to make judgments on how the problem is solved or the need is 
met.  Empowerment does not mean unlimited license where one does whatever 
needs to be done. It means responsible freedom of what the person is doing.  
According to Gomez-Mejia et al (1995: 28) empowerment is "providing workers 
with the skills and authority to make decisions that would traditionally be made 
by managers.  Empowerment is an act of providing autonomy to employees 
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through the sharing of information relevant to their jobs".  Van Dyk (2004: 64) 
states that: 
Continuous empowerment of employees must be the first order of 
the business.  To be successful, organizations must embark on 
continuous self-improvement.  This can be achieved by life-long 
empowerment (training and development) of their workforce 
through quality performance of their HR department.   
 
Gomez- Mejia et al (1995: 638) further explain empowerment as "enabling 
employees to solve customers' problems without getting time-consuming 
supervisory approvals". 
 
Why has empowerment become so popular?  Robbins (2001: 375) identifies 
three forces impacting at work: 
 Educated, trained and knowledgeable workforce; 
 Universal competitiveness; and 
 Flattened organizational hierarchies. 
 
Robbins (2001: 375) further states that "to succeed, an organization needs a 
high-trust, high-risk-taking, and participative culture.  This requires that 
managers be willing to give up authority and let employees make mistakes". 
 
Management should continually provide training and commit the resources for 
employees to do a good job even if employees are willing and the culture is 
supportive. Empowerment is not compatible with organizational cultures. 
Empowerment increases the risk that people will do things that will damage the 
business; therefore successful empowerment programmes must be monitored 
and controlled in order to achieve proper balance within the workplace.  
Productivity will improve if employees are keen to accept increased 
responsibility, have been trained in empowerment skills and trust, risks and 
employee involvement have been embedded into the culture of the organization 
(Robbins, 2001:375). 
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Nelson and Quick (2005: 372) define empowerment as “creating conditions for 
heightened motivation through the development of a strong sense of personal 
self-efficacy.” Employees become energised in their jobs through the powerful 
force of empowerment (Nelson & Quick, 2005: 372).  Schultz (2003: 151) 
mentions that empowerment refers to a change strategy, which improves the 
ability of both the individual and the organization to perform; it does not remove 
the employer's prerogative.  Newstrom and Davis (1997: 227) define 
empowerment as "any process that provides greater autonomy to employees 
through the sharing of relevant information and the provision of control over 
factors affecting job performance".  According to Nelson and Quick (2005:372) 
empowerment becomes an important aspect of the business as modern 
organizational structures become horizontal and thus eliminating layers of 
management. Flanagan and Finger (1998:318) typify that increasingly today, 
the manager's role is becoming one of empowering the workforce to reach new 
levels of performance by means of participative work practices and the 
delegation of authority and responsibility, however, it cannot be simply imparted 
but created by conditions that grow and cultivate it. 
 
An environment where employees want to be at work will be far more 
productive than one where they literally force themselves to come to work.  One 
of the most powerful and basic of all elements necessary to attract and keep 
the right people is happiness (Flanagan & Finger, 1998:334). 
 
2.3 IMPORTANCE OF EMPLOYEE EMPOWERMENT 
 
Employee empowerment can be a problem for businesses in South Africa, 
especially small businesses because as times change, workers change. 
Organizations must evolve along with their employees to avoid getting caught 
up in the "revolving door" syndrome with their staff. Today's workers have 
different expectations from the organizations they work for and are much less 
hesitant to leave one job for another if they do not feel those expectations are 
being met. Job security is less important in today's worker. In fact, many see 
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job-hopping as an opportunity for advancement.  Most people do not leave their 
jobs for money, while money plays some role in a person’s decision to leave an 
organization; it however is not the deciding factor.   
 
According to Daniels (2003) surveys consistently show that more than forty 
percent of people who quit their jobs do so because they feel they were not 
appreciated for their contribution and these surveys show that lack of 
appreciation, lack of teamwork and the perception that the organization does 
not care about employees are consistently the highest-rated reasons for low job 
satisfaction.  
 
People need to feel wanted, valued, and appreciated. They want to do 
meaningful work and have some say in how their jobs are designed, managed, 
and measured. Today's employees want to be stable, but are often "chased out" 
by those who are more concerned with power and position than with caring for 
people.  
 
Lloyd (1999) mentions that in a recent study by the Wall Street Journal, recent 
job changers were asked, what factors were most important in their decision to 
take their new job. Here are their responses, from most important to least 
important:  
 Open communication  
 Nature of the work  
 Control over work content  
 Job security  
 Stimulating work  
 Fringe benefits  
 Flexible work schedule  
 Advancement opportunity  
 Salary/wages  
 Size of organization  
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It can be seen that what makes employees happy in the work place is the 
flexibility of employers on issues affecting employees.  Lack of respect for the 
individual, inactiveness in the job and lack of growth and challenge on the job, 
poor communication about where the organization was going, what they were 
expected to do and how they were performing and no involvement or employee 
participation in decision-making are the common reasons that make people 
leave their jobs (Lloyd, 1999). 
 
Given the high costs of turnover, finding ways to hold onto employees deserves 
more consideration and the results that follow such consideration are rewarding 
for both the organization and the individual.  According to Charlton (1993: 93) 
empowerment has been a lip service, because leaders do not have an 
understanding of the concept of empowerment and do not know the changes 
they need to make in their own attitudes and behaviour before effectively 
developing people.  Empowered people exhibit four leadership competencies, 
which are: 
 Attracting attention through vision; 
 Communication; 
 Trust; and 
 Self-management (Charlton 1993:94). 
 
Charlton (1993:94) states that a leader is firstly empowered in his or her own 
right and empowers others in return. Therefore empowerment is a holistic 
approach, it is not only for employees, but for employers as well so that they are 
in better position of transferring what they have acquired to their employees and 
consequently create a participative working environment. 
 
The most important factor behind empowerment is the extent to which 
employees are being empowered to contribute to the effectiveness of the 
business and to individual growth.  In a nutshell, employee empowerment is 
allowing employees to be proactive in their job situations about unexpected 
challenges they encounter in their day-to-day operation.  Empowerment is to be 
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regarded as a strategy and philosophy to help people become the best they can 
be in all competencies. Ruin (1998) mentions three basic ingredients to 
meaningful employee empowerment as being: 
 
 Trust – believing that employees will perform in the job;  
 Competence – believing that an employee will perform to the best of his 
or her ability with minimum supervision; and 
 Teamwork – employees working closely with others to achieve desired 
input. 
 
The twenty-first century worker is searching for recognition, involvement and 
heightened self-worth. To empower means to open a room of delegating power 
to employees for greater responsibility (Wood, Wallace, Zeffane, Chapman, 
Fromholte & Morrison, 2004: 162).  The concept of empowerment originates 
from believing that "everyone has an internal need for self-determination and a 
need to cope with environmental demands directly" (Wood et al, 2004: 162). 
Empowerment is therefore based on an employee who can do whatever he has 
to do on the spot to take care of a customer to that customer's satisfaction - not 
to the organization's satisfaction. If the customer does not win, the organization 
does not win, either.  
 
2.4 BARRIERS TO EMPOWERMENT 
 
People are interested in engaging themselves to the empowerment process, 
both employers and employees are eager to see the results of an empowered 
workforce, but the concept is hardly put into effect. Why? There are common 
barriers and reasons why this concept of employee empowerment fails to be 
implemented. There are five possible barriers that can hinder the progress of 
employee empowerment: 
 
 Management's commitment to the concept; 
 Lack of interest and flexibility to change by both employer and 
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employee; 
 Employee's reluctance towards taking responsibility of making 
decisions; 
 Poor communication between employees and employers; and  
 Failure to realize that performance may immerse as empowerment is 
implemented. 
 
Heathfield (2005) provides the following reasons as contributing to the 
ineffectiveness or failure of empowerment: 
 
 Managers pay lip service to empowerment but are not ready to 
implant it; 
 Lack of understanding on empowerment means; 
 Failure to set limits for empowerment by the management; 
 Micromanagement of the work of employees; 
 Second guess the decision of employee's have given the authority to 
make a decision; 
 Lack of information sharing between employer and employee; 
 Managers abdicate all responsibility and accountability for decision-
making; 
 Allowing barriers to hinder the ability of staff members in practicing 
empowered behaviour; and  
 Lack of employee recognition. 
 
Flanagan and Finger (1998:318) mention the barriers to empowerment as 
follows: 
 
 Uncertainty that the system is sincerely committed to empowerment. 
 Suspicion that empowerment would not work. 
 New roles may be required and thus creating unhappiness.   
 Reluctance to accept added and non-paid responsibility. 
 Absence of continuous meetings or communication with the employer 
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 Concern that others may not carry their weight or share the increased 
workload. 
 Fear of failure or, for some, success. 
 
Flanagan and Finger (1998:318) view empowerment as something that is done 
with people and not to people.  It is therefore important to first clear all the 
misconception that go along with employee empowerment and the obstacles 
that hinder the implementation of this effective strategy so that both the 
participants will attain a same, basic understanding of empowerment.  
 
2.5 ORGANIZATIONAL CULTURE  
 
Nelson and Quick (2005: 530) define organizational culture as “a pattern of 
basic assumptions that are considered valid and that are taught to new 
members as the way to perceive, think, and feel in the organization".  
Empowerment should be implanted in the culture of the business. The concept 
of organizational culture simply means the manner in which things are done in 
the organization. Organization culture, therefore, is the shared values and 
practices of the organization’s employees (Reh, 2005).  It is also known as the 
personality of the organization.   If employee empowerment is embedded in the 
culture of the organization, then the mindset of parties involved in the 
organization will automatically be in line with empowerment and they will accept 
it as part of the organization goals.  According to Reh (2005) “a culture is the 
values and practices shared by the members of the group".   
 
Reh (2005) provides some characteristics of organization culture as follows: 
 
a) Mission clarity; 
b) Employee commitment; 
c) Fully empowered employees; 
d) High integrity workplace; 
e) Strong trust relationships; 
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f) High effective leadership; 
g) Effective system and processes; 
h) Performance-based compensation and reward programs; 
i) Customer-focused; 
j) Effective 360-degree communications;  
k) Commitment to learning and skills development; 
l) Emphasis on recruiting and retaining outstanding employees; 
m) High degree of adaptability; 
n) High accountability standards; and 
o) Demonstrated support for innovation. 
 
Schultz (2003: 152) states that “organizations wishing to instil a culture of 
empowerment must find ways of establishing systems and processes that do 
not restrict employees.”  Middle manager's knowledge of their level of 
empowerment and the abilities of employees, when they insist on appropriate 
training for employees and are willing to share levels of employees as 
employees are ready, then the culture of empowerment will be cultivated 
(Schultz: 152). 
 
According to Robbins (2001: 511) organizational culture is characterised by the 
universal views held by the members of the organization.  The role of culture in 
influencing employee behaviour appears to be increasingly important in today’s 
workplace.  As organizations have widened spans of control, flattened 
structures, introduced teams, reduced formalization, and empowered 
employees, the shared meaning provided by a strong culture ensures that 
everyone is pointed in the same direction (Robbins, 2001:515). 
 
Schultz (2003: 148) states that, in practice, empowerment is usually seen as a 
form of employee involvement, designed by management and intended to 
generate commitment and enhance employee contributions to the organization. 
To fully embrace the true meaning of empowerment, an organization must be 
prepared to view empowerment as a long-term investment, take risks, ensure 
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good fit with organizational culture, be prepared for failure and learn from past 
mistakes in order to ensure sustainability (Schultz, 2003: 148). 
 
As stated by Nelson and Quick (2005:372) the driving idea of empowerment is 
that decisions be made by people closer to work and to customers, which 
results in best usage of employee's skills and talents. 
 
Werner (2003:25) summarises the function of organizational culture as:  
 Creating corporate identity, 
 Giving members identity,  
 Commitment to the goals of the organization,  
 Guiding employees in terms of acceptable behaviours and attitudes 
acceptable in making decisions and solving problems,  
 Creating social system stability with associated emotional security, 
 Serving as a measure for evaluating and correcting deviant behaviours 
and for rewarding desired behaviours. 
To ensure a positive flow of participation among the members of the 
organization, it is important to align the organization culture to the goals of the 
business. 
 
2.6   FACTORS ENHANCING EMPLOYEE EMPOWERMENT 
 
The following factors contribute to the organizational culture that supports 
employee empowerment: 
 
2.6.1 Open communication 
 
Nelson and Quick (2005: 306) mention that open communication and trust are 
founded on the sharing and exchanging of influence and power.  Nel 
(2004:137) denotes "effective communication results in higher productivity and 
greater cooperation in an organization.  People can give of their best only if 
they understand what they have to do, why they have to do it and to what 
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extent they are achieving their targets".  He further states that if communication 
is not systematic, employees who are affected by change, for example, will not 
understand the reason for these changes and will resist those changes (Nel, 
2004: 136). 
 
Thill and Bovee (2005:12) state that an organization's bond is maintained 
through sharing of information internally and externally.  Internal communication 
helps employees to understand what is expected of them and to perform 
effectively in their jobs.  This approach helps to develop a clear sense of the 
organization's mission, and to identify and react quickly to possible problems. 
(Thill & Bovee, 2005:12).  
 
Nel (2004:138) provides basic guidelines of what should be communicated to 
workers: 
 Improvement of the organization, branch or section. 
 Movements of people. 
 Policy or procedure decisions affecting workers. 
 
Schultz (2003:118) defines organizational communication as “the process by 
which information is exchanged and understood by two or more people, usually 
with the intent to motivate or influence behaviour".  Schultz (2003:119) further 
emphasizes that organizations function effectively with the support of effective 
and adequate communication systems, without these, no organization can 
function.  Employers must clarify directives, provide feedback, and 
communicate their problems, while team members need to share feelings, 
solve problems and resolve conflicts (Schultz, 2003:119).  
 
Communication in general refers to the ability to communicate a vision and the 
ability to provide meaning for people in the organization.  However, effective 
communication occurs when the sender and the receiver of the message 
clearly understand what is being conveyed.  Small business owners should be 
aware of barriers that could hinder the communication process that will 
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negatively affect the relationship between the employer and the employee. 
According to Hellriegel and Slocum (1996: 506) "barriers to communication 
hinder the sending and receiving of messages by distorting or even blocking 
intended meaning of the message.  Barriers can be either organizational or 
individual".  
Hellriegel and Slocum provide several ways of overcoming barriers to 
communication as follows: 
 Regulate the flow of information – having a control or standardised 
system of handling information that is received. 
 Encourage feedback – constant follow-up on outgoing information to 
ensure clarity. 
 Simplify the language of the message - using language and words that 
can be easily understood by everyone. 
 Listen actively – paying attention to what is said. 
 Restrain negative emotions – controlling personal negative emotions as 
they tend to twist negatively the messages sent. 
 Use nonverbal cues – sing nonverbal signs to stress and express 
feelings.  
 Use the grapevine – rumours will help to send information rapidly, in 
order to test reactions prior final decision. 
 
2.6.2 Participative leadership style 
 
Werner (2003:186) defines leadership as "the social process of influencing 
people to work voluntarily, enthusiastically and persistently towards a 
purposeful group or organizational goal". Involvement in decision-making 
improves the understanding of the issues involved by those who must carry out 
the decisions.  People are more committed to actions where they have been 
involved in the relevant decision-making. 
 
People are less competitive and more collaborative when they are working on 
joint goals.  When people make decisions together, the social commitment to 
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one another is greater and thus increases their commitment to the decision. 
Nelson & Quick (2006: 388) define leadership as "the process of guiding and 
directing the behaviour of people in the work environment".  Several people 
deciding together make better decisions than one person alone. 
 
A participative leader, rather than taking autocratic decisions, seeks to involve 
other people in the process, possibly including external as well as internal 
customers of the business. However, as it is within the managers' perception to 
give or deny control to his or her subordinates, most participative activity is 
within the immediate team.  Leadership should be part of the culture of the 
organization.  Werner (2003: 193) derives four leadership styles from the 
combination of task and relationship behaviour as follows:  
 
 S1 – telling:  this is basically task oriented and not based upon building 
any relationships. 
 S2 – selling:  it is both task oriented and explains the task to followers, 
but it does not give them any room for personal views and expressions. 
 S3 – participating:  both the leader and members communicate in order 
to reach a coherent decision, it focuses more on building relationship 
than being task oriented. 
 S4 – delegating:  combines both low task and low relationship behaviour, 
the leader directly delegates authority to members. 
  
The level of participation may also depend on the type of decision being made. 
Decisions on how to implement goals may be highly participative, whilst 
decisions during subordinate performance evaluations are more likely to be 
taken by the manager.  A participative leadership style will build the culture of 
the business, as it enables the leader and members to discuss issues together.   
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2.6.2 Reward systems 
 
According to Nelson and Quick (2006: 197): 
           One of the distinguishing characteristics of Americans is the 
value they place on individualism.  Systems that reward 
individuals are common in organizations in the United States.  
One of the strengths of these systems is that they foster 
autonomous and independent behaviour that may lead to 
creativity, to novel solutions to old problems, and to distinctive 
contributions to the organization. 
  
Reward systems are intended to recognize any kind of performance or 
behaviour that is the same as what the organization is looking for, or even 
better.  The whole idea of rewarding is to reinforce the behaviour or 
performance.  
Maybe somebody does something to make a significant achievement in terms 
of innovation or creativity.  If that is a key success factor, whenever someone 
achieves it, it is necessary to make sure that they are rewarded for it.  Small 
businesses operate within a limited budget, but it is important that if they do not 
afford the reward systems, then they can use their non-financial reward benefit, 
"appraisal", which can be manifested in different ways. 
 
2.6.4 Trust  
 
According to Nelson and Campbell (2006: 404) "trust is an essential element in 
leadership.  Trust is willingness to be vulnerable to the actions of another".  In 
today's fast-paced and ever-changing world, trust is more important than ever.  
Leaders in organizations strive to manage increasing business demands, often 
with shrinking resources.  
 
In one sense trust is about honesty and 'telling the truth', but in the context of 
work and achieving goals and serving customers, it can also be about wider 
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considerations around service delivery. Trust is synonymous with 'confidence' 
and 'satisfaction', and based on through strong, effective leadership and 
managers develop trust. Creating a trusting relationship requires leaders to 
establish presence, communicate with openness, provide clarity in their 
expectations, and seek employee involvement and ideas. The end result is a 
productive, efficient, customer-focused business, the outcome of the service 
and the way it is delivered. 
 
2.7 EMPLOYEE EMPOWERMENT STRATEGIES 
 
According to Schultz (2003:151) empowerment refers to "a change strategy 
with the objective of improving both the individual’s and the organization’s 
ability to act.”  Wyer and Mason's (1999) small business context research 
shows owner-manager view people managing as one of their most important 
roles, but the most difficult task.  Empowerment gives decision-making power to 
staff members who might otherwise feel frustrated at their lack of authority.   
 
According to Thompson and Strickland (2004:3) in crafting a strategy, 
management evaluate available options that could be taken, and agree to 
choose to focus particularly on one direction and invest means and energies on 
chosen directions. They conclude that a strategy thus entails managerial 
choices among alternatives and signals organizational commitment to specific 
markets, competitive approaches, and ways of operating (Thompson & 
Strickland, 2004:3). 
 
Taking advantage of the following strategies can significantly increase 
employee productivity and satisfaction and the economic status of the business.  
Robert Half Legal (2005) mentions employee empowerment strategies that 
small businesses can use: 
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2.7.1  Encourage creative decision-making 
 
Allow employees as much flexibility as possible in order to achieve project 
objectives. That is, giving an employee a room for floating the way he or she 
sees perfect for the current situation, without setting any boundaries, especially 
when it comes to the task that is being performed. 
 
2.7.2  Provide necessary information 
 
Providing employees with information necessary to make informed decisions is 
crucial.  Regular meetings between employees and management, staff surveys 
and even a traditional ‘suggestion box” can be effective.  People function 
properly when they know and understand what is required of them, when they 
know what they do wrong and when they do right.  Employers can distribute a 
variety of information to employees in different ways. To be successful, 
businesses must create a culture within their organization that promotes the 
exchange of knowledge and ideas among individuals and departments. 
 
2.7.3  Allow room for error 
 
When people are in control and responsible for the task they are doing, there is 
an expectancy of making mistakes, employees should be given a chance to 
learn from their mistakes instead of giving up on empowering them.  This is 
when the employer accepts the employee as who he or she is not what he or 
she has done, which could be probably bad. 
 
2.7.4  Staff development 
 
Staff development is crucial for the survival of the business.  Continuous 
learning is characterised by the employer and employee's dedication and 
commitment to keep pace with market trends and technological developments 
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through development of employees and themselves so as to function in a 
proper way. 
 
2.7.5  Training and development 
 
According to Amos, Ristow and Ristow (2004:88) training and development is 
about the organization providing assistance to employees to become effective 
in their jobs.  Training can take many forms, formal and non-formal; these will 
be best structured according to the business objectives. 
 
2.7.6 Communication 
 
In an organization, empowerment could be achieved via: 
 The enlisting of support from employees in tackling immediate 
organizational issues; 
 Gaining the “hearts and minds “ of people; 
 Structural means – organizational and work grouping; or 
 The style or behaviour of individual mangers (Ruin, 1998). 
 
Wood et al (2004:163) provide a list of strategies and techniques for 
empowering employees as follows: 
 
2.7.7 Cultivate a 'service wisdom'  
 
This is when an employee uses his or her own discretion in difficult situations 
relating to his or her job.  They should be able to handle non-routine situations.  
Employees should be in the position to engage their minds in their tasks and 
have wisdom when dealing with customers in a way that will benefit the 
business and the customer. 
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2.7.8 Encourage job mastery  
 
Offering employees all the necessary resources needed to accomplish work 
task, the knowledge training and experience to ensure job performance. 
 
2.7.9 Create a freedom to act 
 
Allowing employees to feel free to move the way they want to, especially if the 
move will contribute to the effectiveness of the business.  This is when they are 
given the prerogative of having authority over their jobs.   
 
2.7.10 Provide emotional support 
 
Emotional support assists in developing a high self-esteem of the employee; 
this is done when the employee makes a mistake but will still gain the support 
of the manager towards their actions. 
 
2.7.11 Provide appropriate feedback 
 
Everyone is interested in knowing the progress of his or her performance.  
Employees need a regular feedback to reinforce appropriate employee 
behaviour and to increase self-confidence.  
 
2.7.12 Share the power 
 
Sharing power with employees as the situation allows. This does not mean that 
the employer looses his or her managerial power, but when an employer is not 
available to make the necessary decisions. 
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2.7.13 Demonstrate effective listening skills 
 
This is the ability of the employer to listen to what employees are saying, 
thinking and feeling and listening to feedback and experienced employees. The 
ability to understand what is being said depends on the ability of the sender of 
the message to listen to what is being said and what is not said by the receiver.  
 
2.7.14  Learn how to let go 
 
Learning to let go refers to the employers ability and willingness to adapt easily 
to change, to be free in granting employees access to some aspects of the 
business that will enable the business to grow.  It is vital in this aspect that 
employers and employees work together as partners and equals rather than 
subordinates.   
 
2.7.15 Encourage diversity of approach 
 
Employees should be granted the opportunity of using their own discretion to 
use different styles and methods in their jobs but still meet the standards of the 
business and they should be valued for their individual contribution. 
 
2.7.16 Develop participative management skills 
 
Businesses should develop participative management skills that will enable 
employees to be involved in decisions that affect them directly, they participate 
and they are able to share. 
 
2.7.17 Encourage modelling 
 
The employer should encourage employees to model their work progress 
based on observing best practice performance in particular skills and 
competency-based areas relevant to their work assignments. 
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2.7.18 Create job enrichment 
 
Job enrichment becomes practical when an employee is given responsibility 
over his or her work, and being accountable for key aspects of their work 
performance, allowing them to be in control over their working lives (Wood et al, 
2004: 163). 
 
2.8 BENEFITS OF EMPLOYEE EMPOWERMENT 
 
Fragoso (2000) provides benefits of employee empowerment as indicated 
below: 
 
 It increases productivity and reduces overheads.  Overhead 
expenses are those needed for carrying on a business, i.e. salaries, 
rent, heat and advertising.  
 It gives managers the freedom to dedicate their time to more 
important matters. 
 Managers at the same time develop their own job qualifications and 
skills attaining personal advancements. 
 Empowered employees can make decisions and suggestions that will 
improve service and support, saving money, time and disputes 
between organizations and their customers. 
 Empowerment of qualified employees will provide exceptional 
customer service in several competitive markets; therefore it will 
improve profits through repeated business.  Empowerment is also the 
best way to promote a good long-lasting employee-customer 
relationship (Fragoso, 2000). 
 
Fragoso (2000) further expresses that benefits come with changes in the 
organization’s culture itself.  For empowerment to succeed, the “management 
pyramid” must be inverted.  Old-fashioned managers must step off their 
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“pedestals” and for the first time serve their subordinates and give up control.  
Old-fashioned employees must also agree to changes (Fragoso 2000).   They 
could see empowerment as a threat, especially if they became used to the 
convenient old style of management structure where the rules and decisions 
came always from above. 
 
2.9 SUMMARY 
 
This chapter described the concept of employee empowerment, covering what 
employee empowerment is and the importance of employee empowerment.  
Strategies to empower employees were discussed; hindrances to and benefits 
associated with empowerment were discussed. The organizational culture that 
supports empowerment was reviewed along with the leadership style that 
promotes employee empowerment.  
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CHAPTER 3 
 
RESEARCH METHODOLOGY 
 
 
 
3.1  INTRODUCTION 
 
This chapter describes the research design and the methodology followed in the 
experiential study.  Chapter 2 presented the concept of employee 
empowerment, a synopsis of strategies, barriers and benefits of employee 
empowerment.  This chapter aims to elucidate the method undertaken for the 
research, the structure of the questionnaire and the method by which it was 
controlled.  The instrument used for data collection, questionnaire, is described.  
The measurement of the key variables of the study, sample design and 
sampling method techniques employed during this study, are also addressed.  
Subsequent to this data collection process and fieldwork practice, data 
capturing and analysis are outlined. 
 
3.2  RESEARCH DESIGN 
 
Nelson and Quick (2006: B-9) mention five important concepts in research 
design that must be understood before an adequate design can be created: 
 Nature of the study – that is the objectives of the research 
 Study setting – the study behaviour environment 
 Types of study – laboratory  
 Researcher interference – researchers ability to control and manipulate 
the independent variable that could have an impact in the relationship  
 Time horizon – number of data collection points 
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According to Trochim (2002, a) research design ties the research project 
together. A design is used to structure the research, to illustrate how the major 
parts of the research project, the samples or groups, measures, treatments or 
programs, and methods of assignment, work together to try to address the 
innermost research questions.  Research is actually a logical process of 
collecting and analysing information with the objective of gaining insight or 
knowledge of what is being researched. 
 
3.2.1 Research objective 
 
The purpose of this research is to investigate what employee empowerment 
strategies, small businesses in the central city of Cape Town, could use to 
empower their employees. This would be achieved through assessing the 
extent to which small businesses empower their employees. The research also 
aims to clarify the understanding of what employee empowerment is, why it is 
important and to illustrate the organizational culture that supports employee 
empowerment. 
 
The procedure used to solve the main and the sub-problem as discussed in 
chapter one is as follows: 
 
 A full theory study was undertaken in chapter two to resolve sub-
problems mentioned in chapter one. 
 In chapter four, analysis of the results will be discussed. Similar employer 
and employee questionnaires were constructed and then administered in 
different organizations that fall under different industries in the city of 
Cape Town as discussed in chapter one. 
 Chapter five will provide an evaluation, recommendations and conclusion 
of the research conducted. 
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3.2.2 Data collection techniques 
 
McNamara (1999) mentions a combination of methods that a researcher can 
ideally use: a questionnaire to quickly collect a great deal of information from a 
group of people and then interviews to get more in-depth information from 
certain respondents to the questionnaires.  
Personal interviews were conducted concurrently with the distribution of 
questionnaires with a view of clarifying terms and concepts that were difficult for 
respondents to understand.  The interviewer made use of a structured 
questionnaire for both employers and employees (see Annexure A and B).   
 
Neill (2004) outlines that qualitative research involves an investigation of data 
such as words, pictures or objects, secondly that quantitative research involves 
the breakdown of numerical data, thirdly the strong and weak point of both 
qualitative and quantitative research are constant and continuing, especially in 
the social science studies, and lastly the overall character of the researcher and 
the culture of the organization as a key issue in preferred choice of methods. 
 
Neill provides an explanatory table of features of qualitative and quantitative 
research:   
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Table 3.1 Features of qualitative and quantitative research 
 
Source: Neill 2004 (Features of qualitative and quantitative research) 
 
 
 
 
Qualitative Quantitative 
  The aim of qualitative analysis is a  
  complete, detailed description. 
 
In quantitative research we classify features, count them, 
and construct statistical models in an attempt to explain 
what is observed. 
 
Recommended during earlier 
phases of research projects. 
Recommended during latter phases of research projects. 
 
Researcher may only know roughly 
in advance what he or she is 
looking for.  
Researcher knows clearly in advance what he or she is 
looking for.  
 
The design emerges as the study 
unfolds.  
 
All aspects of the study are carefully designed before data 
is collected.  
 
Researcher is the data gathering 
instrument. 
 
Researcher uses tools, such as questionnaires or 
equipment to collect numerical data. 
 
Data is in the form of words, 
pictures or objects. 
Data is in the form of numbers and statistics.  
 
Qualitative data is more 'rich', time 
consuming, and less able to be 
generalized.   
Quantitative data is more efficient, able to test hypotheses, 
but may miss contextual detail. 
 
Researcher tends to become 
subjectively immersed in the subject 
matter. 
Researcher tends to remain objectively separated from the 
subject matter.  
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For the purpose of the study, the data collection technique is both qualitative 
and quantitative.   
 
3.2.3 Use of the research 
 
The information or the study results can be applied to any South African 
business classified as small, medium and micro enterprises (SMMEs).  The 
information will be used to evaluate strategies, used by small businesses in the 
central city of Cape Town, with the literature survey.  
 
3.3   RESEARCH METHODS 
 
According to McNamara (1999) "getting the most important information to key 
decision makers in a cost-effective and reasonable fashion is the goal in 
selecting business research method(s)".  
 
3.3.1 Overview of basic research methods 
 
Nelson and Quick (2006) highlight that information gathering can be done 
through various methods of research, interviews, computers, observation, 
unobtrusive methods, or a combination of these.  The following table provides 
an overview of the basic methods to collect data.  
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Table 3.2 Basic methods to collect data 
Method Overall Purpose Advantages Challenges 
Questionnaires, 
surveys,  
checklists 
when needed to quickly 
and/or easily get lots of 
information from people 
in a non threatening way
-can complete anonymously
-inexpensive to administer
-easy to compare and 
analyze 
-administer to many people
-can get lots of data 
-many sample 
questionnaires already exist
-might not get careful 
feedback 
-wording can bias client's 
responses 
-are impersonal 
-in surveys, may need 
sampling expert 
- doesn't get full story 
Interviews 
when want to fully 
understand someone's 
impressions or 
experiences, or learn 
more about their 
answers to 
questionnaires 
-get full range and depth of 
information 
-develops relationship with 
client 
-can be flexible with client 
-can take much time 
-can be hard to analyze 
and compare 
-can be costly 
-interviewer can bias 
client's responses 
Documentation 
review 
when want impression of 
how program operates 
without interrupting the 
program; is from review 
of applications, finances, 
memos, minutes, etc. 
-get comprehensive and 
historical information 
-doesn't interrupt program 
or client's routine in program
-information already exists
-few biases about 
information 
-often takes much time 
-info may be incomplete
-need to be quite clear 
about what looking for 
-not flexible means to get 
data; data restricted to 
what already exists 
 Observation 
to gather accurate 
information about how a 
program actually 
operates, particularly 
about processes 
-view operations of a 
program as they are 
actually occurring 
-can adapt to events as they 
occur 
-can be difficult to 
interpret seen behaviours
-can be complex to 
categorize observations
-can influence behaviours 
of program participants 
-can be expensive 
Focus groups 
explore a topic in depth 
through group 
discussion, e.g., about 
reactions to an 
experience or 
suggestion, 
understanding common 
complaints, etc.; useful in 
evaluation and marketing
-quickly and reliably get 
common impressions  
-can be efficient way to get 
much range and depth of 
information in short time 
- can convey key 
information about programs
-can be hard to analyze 
responses 
-need good facilitator for 
safety and closure 
-difficult to schedule 6-8 
people together 
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Case studies 
to fully understand or 
depict client's 
experiences in a 
program, and conduct 
comprehensive 
examination through 
cross comparison of 
cases 
-fully depicts client's 
experience in program 
input, process and results 
-powerful means to portray 
program to outsiders 
-usually quite time 
consuming to collect, 
organize and describe  
-represents depth of 
information, rather than 
breadth 
Source: McNamara (1999) Overview of basic methods to collect information. 
 
The methodology used to gather information for the research is questionnaires 
and interviews.   
  
3.4  Questionnaires 
 
Martin, Loubser and Van Wyk (1996:215) state that questionnaires are 
designed to achieve three related goals, which are: 
 
 To increase the significance and correctness of the data collected; 
 To increase the involvement and collaboration of targeted respondents; 
and 
 To facilitate the organizing and evaluation of the data. 
 
Nelson and Quick (2006: B-14) define questionnaire as "a written set of 
questions to which respondents record their answers, usually within a close 
range of alternatives given to them".  Nelson and Quick (2006: B-14) point out 
that questionnaires can be either mailed or personally distributed.  
 
 In the case of personally distributed questionnaires, the researcher distributes 
and collects questionnaires immediately after they have been filled (Nelson & 
Quick, 2004: B-14). The purpose of the questionnaire was to examine the 
degree to which small businesses in Cape Town use employee empowerment 
strategies to empower their employees.  
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The aim of this exercise was as follows: 
 
 Evaluate whether these businesses view the importance of employee 
empowerment in their organization; 
 Analyse the existing barriers to the implementation of employee 
empowerment; 
 Outline benefits that are expected through empowerment and to look into 
the organizational culture that supports employee empowerment; 
 Assess whether employers and employees are interested in the concept 
of employee empowerment; and 
 Review the state of urgency in implementing the employee 
empowerment programme. 
 
3.4.1 Design of the Questionnaire 
 
The questions were designed and structured to address specifically the 
strategies to empower employees.  The questionnaire were based on: 
 
a) Strategies of employee empowerment; 
b) Barriers to employee empowerment; 
c) Benefits of employee empowerment; 
d) Culture that supports employee empowerment; and 
e) Implementation of employee empowerment. 
 
The questions consisted of structured questions leading to structured answers.  
The structured questions included a yes / no answers, some had a rating 
criterion of very important, important, not important and unsure, others selection 
options, for instance, ticking the correct answer from given answers. 
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The questionnaire was divided into two sections for both the employee and the 
employer. 
 
 Section One: This section entailed information on the service and 
position of the employee in the organization.  For the employer, this 
section outlines the length of business existence and the race of the 
employer. 
 Section Two: This section covered six parts of employee empowerment 
and it was divided into sub-sections of employee empowerment as 
follows: 
a) Part 1: Employee empowerment concept 
b) Part 2: Strategies  
- Performance appraisal 
- Acknowledgement or acceptance 
- Communication and information sharing 
- Training and development 
- Creative decision-making 
- Room for error 
- Delegation of responsibilities 
- Financial reward 
c) Part 3: Barriers 
d) Part 4: Benefits 
e) Part 5: Culture that supports employee empowerment 
f) Part 6:  Implementation 
 
3.4.2 Pilot Study  
 
A pilot study was first conducted with the intention of discovering whether there 
were any deficiencies within the questionnaire that could result in the actual 
respondents finding it difficult in completing or understanding the questions 
posed to them. 
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The pilot study was conducted on approximately 30 arts and craft entrepreneurs 
at the Grahamstown Festival, from different provinces and both employees and 
employers chosen did not encounter any problems except that they did not 
understand the term "employee empowerment" and the concept was therefore 
explained.  The researcher detected repetition of some questions asked and 
were therefore omitted on the final version of the questionnaire.  
 
3.4.3 Sampling 
 
According to Nelson and Quick (2006: B-16) "sampling is the process of 
drawing a limited number of subjects from a larger population or universe". 
Researchers frequently cannot make direct observations of every individual in 
the population they are studying; instead, they collect data from a subset of 
individuals, a sample, and use those observations to make inferences about the 
entire population.  The selected sample therefore represents a population to 
which the research is aimed at.  According to Trochim (2002, b) sampling is "the 
process of selecting units (people and organizations) from a population of 
interest so that by studying the sample we may fairly generalize our results back 
to the population from which they were chosen". 
 
Statpac (1997-2002) mentions two classifications of sampling methods as either 
probability, where each member of the population has a known non-zero 
probability of being selected or non-probability, where members are selected 
from the population in some non-random manner.  According to Statpac (1997-
2002) "the advantage of probability sampling is that sampling error can be 
calculated. Sampling error is the degree to which a sample might differ from the 
population".   
 
Nelson and Quick (2006: B-16) state that probability sampling is when elements 
have an idea of being chosen to participate in the sample, whereas in the non-
probability the sample is selected in such a way that the chance of being 
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selected of each unit within the population or universe is unknown (Nelson & 
Quick (2006: B-17).   
 
The researcher, for the purpose of the study used non-probability sampling; 
indeed, the selection of the subjects is subjective, since the researcher relied on 
her experience and judgment. As a result, there are no statistical techniques 
that allow for the measurement of sampling error, and therefore it is not 
appropriate to project the sample characteristics to the population.  The 
researcher has therefore purposefully selected businesses with at least one and 
more employees employed and which have in place at least one employee 
empowerment strategy. 
 
The sample element consisted of 15 respondents from the employer side and 
15 respondents from the employee side.  The sample consisted of 15 different 
small businesses within different industries as situated in Cape Town.  A list of 
Cape Town businesses was obtained from the Cape Town Regional Chamber 
of Commerce and Industry; the businesses were selected according to the 
specialized area of their operation.  For an example, one business falling under 
a certain sector as discussed in Chapter 1. 
 
3.4.4 Administration of the Questionnaire 
 
The researcher conducted the research in Cape Town and as the result; was 
able to visit the businesses. Questionnaires were distributed to arts and craft 
manufacturer specialising in hand made crockery, a manufacturer of hand made 
body products, travelling and tourism consultants that operate in the garden 
route, website and internet developers, security organization, catering 
organization that specialises in African culture food, recruitment agency, 
trainers in Adult Basic Education and Training (ABET) and consultants in 
financial services for small businesses. The questionnaire was hand delivered 
to each respondent (employer and employee).  The questionnaire excluded 
private questions relating to the businesses per se, because both employers 
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and employees requested not to disclose information pertaining to the business 
or personal information, as they believed it was confidential.  However, this did 
not impact on the questionnaire process as the researcher was interested in 
studying the subject matter that is, finding facts about employee empowerment. 
The researcher had to respect the views of respondents.    
 
The questionnaires were administered and received back immediately from the 
respondents. The researcher attempted to explain the aim of the survey being 
undertaken, the purpose of the research questionnaire and the confidentiality of 
the questionnaire on delivering the questionnaires.  
   
3.4.5 Face-to-face interviews 
 
Face to face interviews are advantageous, as they provide the researcher ability 
to observe the response of the respondents to questions (Nelson & Quick, 
2006: B-15). This gives room to study non-verbal messages, including facial 
expressions.  The research study has included face-to-face interviews as part of 
questionnaire administration with the intention of assisting and getting proper 
response from the respondents as well as explaining the terms that 
respondents would find difficult to understand. 
 
3.4.6 Measurement errors 
 
The researcher used structured questionnaires during the employer and 
employee interviews and she assisted the respondents in filling out the 
questionnaires so as to provide the opportunity to ensure that there was no 
reluctance or inability on the part of the respondent to provide the required 
information.  Respondents on some questions did not provide answers as they 
were unsure of the answers to provide. 
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3.5 Summary 
 
This chapter highlighted the purpose of research design, mentioned data 
collection techniques that can be used in research design, the different features 
of qualitative and quantitative research, the methods of research, the use of a 
Questionnaire and what the Questionnaire aimed to achieve, how the 
Questionnaire was administered among Cape Town small businesses that were 
randomly selected for the purpose of the research.  Sampling categories were 
highlighted both probability and non-probability sampling. Pilot study, face-to-
face interviews and measurement errors were also taken into consideration. 
 
 The following chapter aims to analyse the response rate of the respondents 
and how the information achieved from the questionnaire correlates with the 
literature study in chapter 2.  
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CHAPTER 4 
 
ANALYSIS OF FACTS AND FINDINGS 
 
 
 
4.1  INTRODUCTION 
 
This chapter presents the analysis and results of the empirical study 
accomplished through the administration of the employer and employee 
questionnaire.  These results will be compared with what the literature studies 
revealed and form the basis of solving sub-problems mentioned in chapter one.  
The results will be presented in the form of tables in order to present a clear 
picture and understanding of the acquired responses.  
 
4.2 EMPLOYEE QUESTIONNAIRE RESULT ANALYSIS (see Annexure A) 
 
Section 1 of the questionnaire dealt with personal aspects relating to the 
employee and the business, such as the length of service and the position of 
the employee in the business.  This is important in order to understand and 
assess why employee empowerment is not implemented.  
 
The researcher did not classify respondents in relation to gender and age, as 
the respondents claimed this was confidential information.  The researcher 
observed and perceived that employee empowerment in any way was definitely 
for everyone interviewed in the business, whether male or female, old or young 
they all need to be empowered.  The research study has however, proved that 
this concept is important to both the employee and the employer as both female 
and male respondents responded in similar ways. (see Annexure A) 
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Section 1 Employees' personal statistics (Length of service) 
 
Forty percent of the respondents had been with their businesses for 2 years, 
while thirteen percent of the respondents recorded 3 years service. Thirty three 
percent of the respondents said for a year, and fourteen percent claimed that 
they had been in the business for some months but had not completed a year.  
It can therefore be seen that the majority of respondents have been in the 
business for 2 years; therefore, they should be in a position of being engaged in 
employee empowerment in their businesses.   
 
Section 2 – Employee empowerment 
Section 2 of the Questionnaire is divided into 6 parts as discussed in chapter 3. 
 
Part 1 – Employee empowerment concept 
  
Table 4.1 Employee empowerment concept (Rating: Yes / No) 
 
  
Yes (%) 
 
No (%) 
Q1: Do you understand the concept of employee empowerment? 27 73 
Q2: Do you think employee empowerment is important to you? 100 - 
Q4: Would you consider yourself empowered? 53 47 
 
 
Twenty seven percent of the respondents think they have an understanding of 
employee empowerment, while 73% of respondents recorded that they did not 
understand the term therefore it is important that a basic understanding of the 
concept of empowerment be thoroughly explained.  Most of the interviewees 
were not aware of the advantages and benefits of empowerment because they 
lack knowledge of “what is empowerment”. Employers and employees must sit 
together and review their working relationship and take further steps to building 
and sustaining the relationship. 
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Question 2 records that 100% of the respondents rated employee 
empowerment "important", which means there is a great deal of interest in the 
concept of employee empowerment in small businesses, though seventy three 
percent of the respondents claimed that they did not understand this term, 
almost all respondents thought employee empowerment was important after the 
concept had been explained to them.  
 
Fifty three percent of respondents considered they were empowered, which is 
not bad for small businesses, while 47 percent of respondents indicated that 
they were not empowered. This could be an indication that there is a need to 
empower employees.  The fact that 73 percent of respondents claimed not to 
understand the concept of employee empowerment, was a concern to first clear 
any misconceptions regarding employee empowerment, as people gave 
different views of their understanding of the term of empowerment not depicted 
in the literature.  The researcher had an opportunity to first ask the respondents 
if they understood the concept, the response in some cases was yes, the 
concept was interpreted in a different perspective. 
 
Table 4.2 Employee empowerment concept (Rating: Very important, Important, Not 
important, Unsure) 
 
 Very 
important (%) 
Important 
(%) 
Not  
Important (%) 
Unsure 
(%) 
Q3: How would you rate the importance 
of employee empowerment 
33 33 20 14 
 
Question 3 rated the importance of employee empowerment by the employee. 
Though in the previous table employees thought that employee empowerment 
was important, their rating of its importance differed.  Thirty three percent of 
respondents rated it "very important", which meant as of vital importance to the 
business, thirty three percent of respondents rated employee empowerment 
"important" so to them it was essential, twenty percent of respondents consider 
employee empowerment as "not important" and fourteen percent unsure, 
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irrespective whether employee empowerment was important to the survival of 
the business.  The results reflected a positive response with regard to the 
importance of employee empowerment, that is, it is not just important, but "very 
important".  This response, based on the observation of the researcher, rated 
high once respondents had a clear and basic understanding of the concept 
before attempting the questionnaire. 
 
Part 2 – Strategies 
 
Part 2 will take into consideration the strategies mentioned in the literature study 
(chapter 2) that can be used to empower employees.  The questions were 
based on the extent to which the businesses use these strategies. 
 
Table 4.3 Performance Appraisal (Rating: Yes / No) 
 
 Yes (%) No (%) 
 
Q5:  Are you appraised for your improved performance? 
 
53 47 
 
Fifty three percent of respondents showed that they were appraised for 
improved performance, while 47 percent claimed that they were not appraised. 
The results showed a little discrepancy between appraised and not appraised 
employees. Performance appraisal should be reviewed as it brings 
commitment, a sense of being valued and dedication on the part of the 
employee. The employee would feel valued and appreciated because his or her 
input in the business.    
  
Table 4.4 Acknowledgement / Acceptance (Rating: Yes / No)  
 
 Yes (%) No (%) 
Q6: Do you think your input is acknowledged in the organization? 60 40 
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Q7: Do you think you add value to the business? 93 7 
 
As the table shows, sixty percent of respondents stated that their contribution to 
the business was acknowledged while 40 percent of respondents stated were 
not.  These differences should be completely cleared. The employers should 
regularly attend to the needs of employees and should try to find how the 
employee feels.  Ninety three percent of the respondents felt that they were 
adding value to the business. The results showed a positive response and this 
is quite impressive, since it shows that regardless of the circumstances they 
encountered in the business, at least they felt that they are important to the 
business, therefore they should be empowered because they add value to the 
business. 
 
Table 4.5 Communication and information sharing (Rating: tick appropriate 
answer) 
 
 Vertical 
(%) 
Horizontal 
(%) 
Q8: What type of communication method is used in your   
       organization? 
33 67 
 
Question 8 was used to analyse the communication method the business used 
to communicate with employees. The results show that some businesses were 
still on the old step-by-step syndrome, where managers do not communicate on 
the level base with employees. Sixty seven percent of the respondents recorded 
that employees used a horizontal approach to communication. This is a positive 
response especially on the small business sphere; while 33 percent use vertical 
channel. A horizontal approach in the case of small business is important, 
because it prohibits the shared information from getting distorted down the 
business hierarchy. 
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Table 4.6 Communication and information sharing (Rating: tick appropriate 
answer) 
 
Daily 
(%) 
Weekly 
(%) 
Monthly 
(%) 
Never 
(%) 
Q 9:  How often do you communicate with your  
         employer? 
 
67 7 7 20 
 
Question 9 was used to evaluate the frequency of communication between the 
employer and the employee. Sixty seven percent of the respondents admitted 
that they communicated on a daily basis. This is a positive response for small 
businesses, as they need to inform each other continually and provide feedback 
so as to promote the progress of the business and the individual.  Employees 
who never communicate with their employer's should question the reason for 
not communicating. It could be possible that the nature of the job does not allow 
them to have interaction, but it is important that an employer and employee 
communicate about things that are not related to the business so as to build 
good working relations. 
 
Table 4.7 Communication and information sharing (Rating: tick appropriate 
answer) 
  
 Email 
(%) 
Reports 
(%) 
Bulletins 
(%) 
Personal 
Consultation 
(%) 
Q 10:  What communication modes do you use  
           with your employer? 
27 7 7 87 
 
Question 10 was used to determine the mode used by the employees to 
communicate with employers, a positive response of 87 percent of respondents 
showed that they communicated personally, which again reflects a positive 
attribute for small businesses.  Communication is vital for the small business: it 
is through communication that the business will know whether it is doing well or 
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not, and such information can only be attainable from employees as they are 
the ones who deal with customers on daily basis. 
 
Table 4.8 Communication and information sharing (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q 11: Does the organization share information affecting you? 67 33 
 
Question 11 was used to assess whether the business or the employer shared 
information with employees that could affect the latter. Sixty seven percent of 
the respondents claimed that the employers share information with them, while 
33 percent claimed that the business does not share with employees 
information that affect them.  It is essential for small business owners to share 
information that will positively affect the employee in his or her job. This could 
be information based on the job, the performance of the employee or the 
organization itself. 
 
Table 4.9 Training and Development (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q12:  Does your organization offer on-the-job training? 
 
67 33 
Q13: Does your organization offer career development initiatives? 
 
13 87 
 
Question 12 and 13 were used to rate the employers' dedication to training and 
development of staff, through on-the-job training. On-the-job training is done 
before a person starts his or her new position and through career development 
initiatives that are dedicated at improving the skills and knowledge of the 
employee in the current position for both the organization and personal value.  
The results showed that sixty seven percent of the respondents received 
training for the work they do, while thirty three percent of the respondents were 
 
 
54
not trained.  Eighty seven of the respondents stated that the organization did 
not offer career development initiatives. Job specification and responsibilities 
must be clearly explained to employees so at to create a sense of belonging, 
confidence and will improve the performance of the employee.  Employees 
often experience problems in their jobs due to lack of training prior to 
commencement of the job. 
 
Table 4.10 Training and Development (Rating: Tick appropriate answer) 
 
 
 
Workshops 
(%) 
 
Seminars 
(%) 
Short Courses 
(%) 
Conferences 
(%) 
None 
(%) 
 
Q14: Which of the following  
         activities are used to  
         develop your skills? 
 
27 - 13 7 53 
 
Twenty seven percent respondents showed that they attended workshops; 53 
percent of interviewees claimed that there were no activities applicable to 
develop their skills. This is a negative response as it is the duty of the employer 
to be engaged in the aspect of employee development. Small business owners 
need to understand that career development activities can be developed while 
the employer and employee are in the workplace performing their tasks. 
 
Table 4.11 Decision-Making (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q15: Are you involved in the decision-making process which affects you? 53 47 
Q16: Are you encouraged or allowed to make decisions relating to your work 
         situation? 
60 40 
 
Question 15 and 16 were used to establish whether employees were involved in 
decision making processes that affected them and whether they were 
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encouraged or allowed to make decisions in relation to their work situation.  The 
results showed that a sight majority of employees (fifty three percent of 
respondents) were involved in decision making processes that affected them 
and sixty percent of the respondents were encouraged to make decisions 
relating to the work situation and this forms basis of what empowerment is all 
about. Small business owners should consider involving and allowing 
employees to make and participate in decisions that affect them. 
 
Table 4.12 Room for error (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q17: Are you given a chance to improve and learn from  
         your mistakes? 
 
100 - 
 
This question evaluated the extent to which the employees were given an 
opportunity to improve their performance in order to learn from previous 
mistakes done at work.  Hundred percent is a positive response as it shows that 
employers are willing to listen and let the employees grow by learning through 
their mistakes.  Empowerment could be made easier if only employers would be 
willing to let go and allow employees to take full responsibility for their tasks. 
Even if employees fail, employers should give them a chance to advance. 
 
Table 4.13 Delegation of responsibility (Rating: Yes / No) 
 
This question attempted to find whether the employee had full responsibility or 
control over his or her work.  Ninety three percent of respondents claimed that 
they had full responsibility over their work, which is actually a good response.  It 
is interesting to note that while they are fully responsible, they are in control and 
 Yes (%) No (%) 
Q18:  Do you have full responsibility over your work? 93 7 
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in power over their work. Full responsibility is an important aspect of employee 
empowerment. 
 
Table 4.14 Financial Rewards (Rating: tick appropriate answer) 
 
 Study 
grants 
(%) 
 
Bonuses
(%) 
Extra 
Cash 
(%) 
Gift/ 
Vouchers 
(%) 
None 
(%) 
Q19:  Which of the following financial  
           rewards are used in the    
           business 
 
- 20 - 13 67 
 
Question 19 was used to evaluate the financial rewards that the organization 
offered to its employees based on improved performance or excellent work 
performed. It is understood that small businesses operate within limited financial 
resources, yet it is important that they make provision for financial rewards, as 
these motivate employees to perform well in the business. These rewards 
should not necessarily include sums of monies paid to them, and the business 
owner could look at what is affordable according to prevailing budget. Sixty 
seven percent of the respondents' results showed that they did not receive 
anything, while twenty percent and thirteen percent of respondents received 
bonuses and gift or vouchers respectively. 
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Part 3 – Barriers 
 
Table 4.15 Barriers (Rating: tick appropriate answer) 
 
 
This question was used to evaluate possible factors that could be hindering the 
process of implementing employee empowerment in the business. According to 
table 4.15 there were various factors that hindered employee empowerment 
and the answers were given according to the preference of the respondent on 
what he or she believed was appropriate.  Twenty percent of the respondents 
feared added responsibility, and another twenty percent of the respondents 
lacked interest on empowerment. Thirty three percent claimed that employers 
lacked interest in the aspect of empowerment, which meant they would want to 
see the process, but unfortunately did not show any interest. Forty seven 
percent were not aware of the concept of employee empowerment and what it 
entails.  Small businesses should be educated in the aspect of empowerment 
and the benefits that surround it. 
Q20:  Which of the following factors you think are hindrances to employee empowerment in your 
organization? 
Fear to take responsibility 20 (%) 
Lack of employer interest 33 (%) 
Lack of personal interest 20 (%) 
Other 47 (%) 
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Part 4 – Benefits 
 
Table 4.16 Benefits (Rating: tick the appropriate answer) 
 
 
Table 4.16 showed the benefits that employees would want to see due to the 
process of employee empowerment.  Seventy three percent of employee 
respondents longed for an increase in salary, this is an obvious case with 
employees, they perceive it as a way of increasing their salaries, while 53 
percent respondents wanted to gain more knowledge and believed 
empowerment would allow them to acquire more knowledge and thereafter gain 
confidence of performing well in their jobs, thirty percent of respondents thought 
empowerment would improve their performance in the workplace.  
 
Part 5 - Culture that supports employee empowerment 
 
Table 4.17 Culture that supports employee empowerment (Rating: tick 
appropriate answer) 
 
 Telling  
(%) 
Selling  
(%) 
Participating 
(%) 
Delegating 
(%) 
Q22:  What leadership style is 
used in your organization 
27 27 33 60 
 
This section aimed to identify the culture that supports employee empowerment. 
Question 22 was asked to evaluate the leadership style used by the employer in 
the business.  Leadership style plays an important role in influencing people to 
work towards achieving the goals of the organisation. A good leadership style is 
that which involves others in the welfare of the business.  Sixty percent of the 
Q21:  which of the following factors  would you like to see as benefits of employee empowerment 
Improved performance 33 (%) 
Increased salary 73 (%) 
More knowledge 53 (%) 
Other - 
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respondents said that the leadership style used in the business was delegating, 
which meant that there was no interaction between the employer and the 
employee with regard to the tasks and making decisions. Twenty seven percent 
of the respondents' results claimed that the business used the telling style and 
twenty seven of the respondents said the business used selling style of 
leadership. Thirty three percent viewed the leadership style used as that of 
participating, which meant both the employer and employee are together 
involved in dealing with issues affecting the work.  In a small business context, 
such a participatory approach is beneficial as it also makes employees feel that 
they are part of the business, hence a conducive philosophy leading to 
improved efficiency. 
 
Table 4.18 Culture that supports employee empowerment (Rating: Yes / No) 
 
Question 23 aimed at evaluating the degree to which employee creativity was 
allowed on the job. Eighty percent of respondents stated that they were allowed 
to express creativity in their jobs, ninety three percent of employee respondents 
said they were involved in team work, but 90 percent of respondents showed 
that their businesses were not open to challenges and change.  It is important 
that a small business owner become inclined to adapt to change and accept 
challenges as stepping stones to success. That is why employers need to work 
hand in hand with their most valuable assets - people. 
 Yes (%) No (%) 
Q23: Are you allowed to express your creativity in your  
         work 
80 13 
Q24:  Are you involved in team work 93 7 
Q25:  Is your organization open to challenges and  
          change 
10 90 
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Part 6 – Implementation 
 
Table 4.19 Implementation (Rating: Yes/ No) 
 
Question 26 was asked to ascertain whether the employee would want 
employee empowerment programmes implemented in the work.  Eighty seven 
percent of the respondents were eager to see the implementation of employee 
empowerment in their work places.  It can be seen from this response that 
employee empowerment is very important to the employee. 
 
Table 4.20 Implementation (Rating: Tick appropriate answer) 
 
Q27 When would you consider it best? 
As soon as possible 93 (%) 
After 1 year 7 (%) 
After 2 years - 
Other - 
 
The purpose of this question was to get a time frame response of respondents 
with regards to the implementation of the strategies or programmes of 
employee empowerment in the organization. With regards to their need for this 
process, as table 4.19 showed, table 4.20 shows that ninety three percent of 
respondents were interested in the strategies being implemented as soon as 
possible.  They believed that this concept of employee empowerment would 
bring change in what they were currently doing and thus add value to the 
business and to their own lives. The table shows that seven respondents would 
want it implemented after a year. 
 
 
 Yes (%) No (%) 
Q26: Would you want employee empowerment programme  
          implemented in your organization? 
87 13 
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4.3 EMPLOYER QUESTIONNAIRE RESULT ANALYSIS (see Annexure B) 
 
Section 1 – Business existence 
 
Table 4.21Employers' personal statistics (Business existence) 
 
 Number Percentage (%) 
< 2 year 8 53 
> 2 years 7 47 
 
Table 4.1 reflects that fifty three percent of respondents have been in business 
for less than two years and forty seven have been trading for over two years.  
Since the main group of people have been in the industry for at least one year, 
they should now be in a position to review their business structure, their goals 
and find ways to achieve competitive advantage through empowerment. 
 
Table 4.22 Employers' personal statistics (Race) 
 
 Number Percentage 
African respondents 8 53 
Asian respondents 1 7 
White respondents 3 20 
Coloured respondents 3 20 
 
The table shows the race group of respondents who filled the questionnaire. 
Fifty-three percentage of respondents were African respondents, seven 
percentage Asian, twenty percentage for both White and Coloured respondents.  
Employee empowerment is therefore for everyone dedicated to the success of 
the business.  
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Section 2 of the questionnaire is divided into 6 parts as discussed in chapter 3: 
 
Part 1 was aimed at finding the understanding of the term "employee 
empowerment" by employers. 
 
Part 1 - Employee Empowerment Concept 
 
Table 4.23 Employee Empowerment Concept (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q1: Do you understand the concept of employee empowerment? 33 67 
Q2: Do you think employee empowerment is important for your  
       business? 
100 - 
Q4: Would you consider your employees empowered? 67 33 
 
Thirty three percent of the respondents claimed to have an understanding of 
employee empowerment, while sixty seven percent of respondents recorded 
that they did not understand the term "employee empowerment". Hundred 
percent of the respondents rated employee empowerment as "important", which 
means that there is an interest for this concept of employee empowerment. This 
showed that almost all of small businesses although sixty seven percent of the 
respondents claimed that they did not understand this term, found employee 
empowerment important.  
 
Question 4 showed that sixty seven percent of respondents considered their 
employees empowered, which is very encouraging for small businesses and 
thirty three percent of respondents indicated that employees are not 
empowered. This could be an indication that they would need to find ways of 
empowering their employees.  The fact that 67 percent of respondents claimed 
not to have a proper understanding of "employee empowerment", is of concern 
- first clarify any misconceptions regarding employee empowerment. It was 
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found that the different views of their understanding of the term of 
empowerment were not documented in the relevant literature.   
 
Table 4.24 Employee empowerment concept (Rating: Very important, Important, Not 
important, Unsure) 
 
 Very  
Important 
(%) 
Important 
(%) 
Not 
Important 
(%) 
Unsure 
(%) 
Q3: How would you rate the importance 
       of employee empowerment in your  
       business? 
13 67  7  13  
 
Table 4.24, which still falls under the concept of employee empowerment, 
shows question 3, which was used to rate the importance of employee 
empowerment by the employer in the business. Though in table 4.23 it was 
shown that employee empowerment was considered important, the rating of its 
importance differed.  Thirteen percent of respondents rated it "very important", 
which indicated the vital importance of empowerment in the business, sixty 
seven percent of respondents' rated employee empowerment as "important" so 
to them it is crucial to their businesses, seven percent of respondents observed 
employee empowerment as "not important" and thirteen percent were unsure 
whether employee empowerment was important to the survival of the business 
or not.  This could be the result of misunderstanding of what employee 
empowerment is and therefore employee empowerment education would be an 
advantage. 
 
Part 2 – Strategies 
 
The strategies are discussed in chapter 2 and they can be a plan or an 
approach that can be used by employers to empower employees. 
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Table 4.25 Performance Appraisal (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q5:  Do you appraise improved performance of your  
        employees? 
100 - 
 
This question was used to find out whether employees were appraised for 
excellent work or improved performance with regards to their work. According to 
these results it can be seen that employers used performance appraisal 
strategy, as the results reflect that 100 percent of the respondents appraised 
the performance of their employees, which is in contrast with the results 
reflected in table 4.3.  The researcher observed that there were discrepancies 
between the response rate of employers and employees. Employers want to 
reflect a positive side of the business and there should be a balance between 
what employees and employers claimed.      
 
Table 4.26 Acknowledgement / Acceptance (Rating: Yes / No) 
  
 Yes (%) No (%) 
Q6: Do you acknowledge and validate the input of your employees? 93 7 
Q7: Do you think your employees add value to the business? 93 7 
 
Question 6 was used to discover whether the employees' input in the business 
was acknowledged, that is recognized and accepted. Ninety three percent of 
respondents claimed that they acknowledged and validated the input of their 
employees, which boosts self-esteem of the employee and thereafter resulting 
in greater efficiency at work.  Seven percent of respondents declared that they 
do not acknowledge or accept the input of employees.  This could create 
problems for these employers as it will make employees feel unacceptable and 
eventually affect the way they do things in the business.   
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Small business owners should find ways of accommodating all employees and 
try to make them happy, even those who do not perform according to the set 
standards should be acknowledged and accepted and they need to be 
encouraged.  Question 7 was used to discover if the employer regarded his or 
her employees as value adders in the business. The results showed that ninety 
three percent of respondents recognized the value added by their employees, 
while seven percent regarded them as not value adders.  As mentioned above, 
it is the responsibility of the employer to see that those who do not add value 
are being motivated to do so; it could be possible that they have personal 
problems in relation to the task they perform.  The onus is on the employer to 
seek to assist if he or she can. 
 
Table 4.27 Communication and information sharing (Rating: tick appropriate 
answer) 
 
 Vertical (%) Horizontal (%) 
Q8: What type of communication method is used in  
       your organization? 
33 67 
 
Question 8 was used to identify the communication method the business was 
using to communicate with its employees and this showed that 33 percent of 
businesses were using vertical communication, which is primarily a structured 
and formal way of communication, this is when employers do not directly speak 
to employees but rather go through channels depending on the person 
responsible, 67 percent records that the organization uses a flattened, flexible 
and open style of communication.  This is a very impressive response from the 
small business side, as it showed their dedication at improving their structures 
to suit a friendly environment.  
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Table 4.28 Communication and information sharing (Rating: tick appropriate 
answer) 
 
 Daily 
(%) 
Weekly 
(%) 
Monthly 
(%) 
Never 
(%) 
Q 9:  How often do you communicate with your  
         employees? 
80 20 - - 
 
Eighty percent of small business employers' respondents communicated on 
daily basis with their employees.  It is believed that communication is the most 
important factor for small business success, while twenty percent 
communicated on weekly basis, which is not a positive response but shows that 
they at least  they commune with them.  Communication is important in the 
small business as both employers and employees can clearly solve issues 
affecting them and conversely employers are in position of knowing what the 
employees needs are. 
 
Table 4.29 Communication and information sharing (Rating: tick appropriate 
answer)  
 
  
Email 
(%) 
 
Reports 
(%) 
 
Bulletins 
(%) 
Personal 
Consultation 
(%) 
Q 10:  What communication 
modes do you use with your 
employees? 
20 7 7 87 
 
Question 10 was used to determine the communication modes used by the 
employer to communicate with employees.  In this case there were more than 
one options selected by the respondents that is why the above table shows 
percentages totalling to more than 100 percent. Employers found out that other 
options were important and meaningful in their business context; as a result 
they could not omit the available options. Twenty percent of respondents used 
emails, seven percent used reports, seven percent used bulletins and eight 
seven percent respondents used personal consultation, which is vital in the 
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small business environment to communicate personally so as to be able to 
solve problems that arise immediately. 
 
Table 4.30 Communication and information sharing (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q 11: Do you share information-affecting employees  
          directly? 
73 27 
 
According to question 11, seventy three percent of the respondents admitted 
that they shared information with employees that could affect them and twenty 
seven percent did not communicate directly with employees nor shared 
information with them and if they do not communicate they will fail in achieving 
the best-desired goals of the business. 
 
Table 4.31 Training and Development (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q12:  Does your organization offer on the job training to  
          employees? 
80 20 
Q13:  Do you have career development initiatives for your 
           employees? 
27 73 
 
Questions 12 and 13 were used to rate businesses dedication to training and 
development of staff, through on-the-job training.  The training is done 
immediately the employee starts his or her new job and when there is a need of 
such training while in the job.  These career development initiatives are 
dedicated at improving the skills and knowledge of the employee in the current 
position for both the organization value and personal value. As indicated in the 
above table, eighty percent of the respondents offered on-the-job training, these 
results are positive as they indicated the commitment the employer had in 
ensuring that the employees were well trained before they engage in their tasks, 
while twenty percent did not have such activity and this would affect the 
employee in that he or she will lack expertise in the job that he or she is doing.   
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Twenty seven percent of respondents admitted that they have career 
development initiatives for employees and seventy three percent stated that 
they did not have career development initiatives.  This signifies that majority of 
respondents did not invest in the development of their employees and this is the 
most crucial aspect of empowerment. Businesses should encourage employees 
to develop their skills through learning new skills, by reading books, magazines, 
and newspapers, learning to do different things and allow them to be multi-
skilled within their jobs. 
 
Table 4.32 Training and Development (Rating: Tick appropriate answer) 
 
 Workshops Seminars Short 
Courses 
Conferences None 
Q14: Which of the 
following activities do 
you use to develop 
your employees? 
47 7 - - 47 
 
This question was asked to rate the activities employers engaged into to 
develop the skills of employees.  Forty seven percent of respondents engaged 
in workshops, seven percent respondents in seminars, and forty seven percent 
of the respondents did not take part in any of the activities described to develop 
employees.  This is a negative response as it is the responsibility of the 
employer to develop his or her staff in many ways.  There should be short 
courses offered that could maximize the potential of employees in their work.  
Presentations on certain topics such as customer relations should be organised 
and employees should be encouraged to participate as they will gain knowledge 
and thus add value to both the business and themselves. 
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Table 4.33 Decision-Making (Rating: Yes / No) 
 
 Yes (%) No (%) 
Q15: Do you involve employees in decision-making process  
         affecting them? 
33 67 
Q16: Do you encourage or allow employees to make own  
         decisions relating to their work situation? 
73 27 
 
Questions 15 and 16 established whether employees were involved in decision 
making processes that affected them and whether the employer encouraged or 
allowed employees to make decisions relating to their work situation.  Thirty 
three percent of the respondents acknowledged that they involved employees in 
decision-making processes affecting them; sixty seven percent of respondents 
admitted that they did not involve them. These results were negative, as the 
majority of respondents did not involve employees in decisions that affected 
them.  It is important to know the heart of employees relating to their work 
situation so that the decisions that can be made would suit both the employer 
and the employee.  Seventy three percent of respondents declared that they 
encouraged employees to make own decisions relating to their work situation, 
while twenty seven percent hardly do that.  This is a positive response as the 
majority of respondents encouraged employee discretion in making decisions 
affecting his or her work context. 
 
Table 4.34 Room for error (Rating: Yes / No) 
 Yes (%) No (%) 
Q17: Do you give employees a chance to improve and 
learn from their mistakes? 
100 - 
 
This question evaluated the extent to which the employer gives employees the 
opportunity to improve and learn from their mistakes at work.  Hundred percent 
of respondents said they allowed employees to improve and learn from their 
mistakes.  This is part of continuous learning and if businesses embark on 
 
 
70
these processes, that allow employee flexibility on their jobs, they will produce a 
skilled workforce and gain credibility from outsiders. 
 
Table 4.35 Delegation of responsibility (Rating: Yes / No) 
 
Respondents were asked whether the employer granted the employee full 
responsibility or control over his or her work.  Ninety three percent of 
respondents admitted that they allowed employees full responsibility over their 
work, while seven percent respondents did not agree.  This showed a good 
response on the dedication of employers to allow employees to take 
accountability for their tasks.  
 
Table 4.36 Financial Rewards (Rating: tick appropriate answer) 
 
 Study  
grants 
Bonuses Extra  
Cash 
Gift/ 
Vouchers 
None 
Q19:  Which of the following financial 
rewards do you use in the business 
- 20 - 7 73 
 
This question was used to evaluate the financial rewards that the organization 
offered to its employees. Twenty percent of the respondents agreed to bonuses 
as being rewards they give to employees, seven percent recorded gift/vouchers 
as means of rewards they give to employees and seventy three percent 
admitted that they did not have financial reward system for employees.   
 Yes No 
Q18:  Do you allow employees full 
responsibility over their work 
93 7 
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Part 3 – Barriers 
 
Table 4.37 Barriers (Rating: tick appropriate answer) 
 
Seven percent of employers feared loss of power/authority. This is due to the 
fact that they did not understand the concept of employee empowerment, some 
viewed this concept as means of letting the employee to be in control or sharing 
power with the employee, and that is not the case, the reason behind employee 
empowerment is that the employee is given control, power and authority in his 
or her limited environment, that is his or her job.  Forty percent of respondents 
recorded that it is lack of employee interest that hinders the process of 
empowerment; this could be true because most employees are afraid of taking 
full responsibility over their jobs.  It is important that the employer and employee 
discuss and communicate openly about the challenges and changes of the 
workplace.   
 
The research also indicated that thirteen percent of employers have a fear of 
failure. This is an unpredictable situation; these employers need to learn to take 
risks and accept failure as a road to success.  Everything needs to be tried and 
tested to check the validity of its power. Forty percent of respondents reported 
that they were reluctant to accept added responsibility for employee 
empowerment, most employers make employee empowerment a difficult thing 
to initiate, they think of it as a structural system where there is a sequence of 
following rules and procedures.  
Q20:  Which of the following factors you think are hindrances to employee empowerment in your 
organization? 
Fear of loss of power/authority 7percent 
Lack of employee interest 40percent 
Fear of failure 13percent 
Reluctance to accept added responsibility for 
employee empowerment 
40percent 
Other - 
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Part 4 – Benefits 
 
Table 4.38 Benefits (Rating: tick the appropriate answer) 
 
Eighty percent of the respondents recorded that they would want to see 
increased productivity, forty seven percent of the respondents stated that they 
want to gain competitive advantage and forty seven percent said they want an 
environment conducive to learning.  Respondents provided different options as 
it suited them.   
 
Part 5 - Culture that supports employee empowerment 
 
Table 4.39 Culture that supports employee empowerment (Rating: tick 
appropriate answer) 
 Telling  
(%) 
Selling  
(%) 
Participating 
(%) 
Delegating 
(%) 
Q22:  What leadership style do 
you have in your organization 
47 13 13 27 
 
Part 5 aimed to identify the culture that supports employee empowerment. Forty 
seven percent of respondents recorded telling as a leadership style they used in 
the business, thirteen percent of respondents admitted selling as a leadership 
style the employer utilised in the business, thirteen percent of respondents 
recorded participatory leadership style was used and twenty seven percent 
delegating leadership style. A culture that supports employee empowerment is 
demonstrated through a participatory leadership style, this is when both the 
employer and the employee work together to accomplish the goals of the 
Q21:  Which of the following benefits would you expect in your organization because of employee  
           empowerment? 
Increased productivity 80 percent 
Gaining competitive edge 47 percent 
Conducive working environment 47 percent 
Other - 
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organization.  Small businesses need to move from the leadership style of 
telling and delegating to that of employee involvement. 
 
Table 4.40 Culture that supports employee empowerment (Rating: Yes / No) 
 
 
Hundred percent of respondents admitted that they allowed employee creativity 
in the work and involved employees in team work. Question 25 was asked to 
evaluate employers' willingness to challenges and to adapt to change, eighty 
seven percent of respondents revealed that their businesses were open to 
challenges and change and thirteen percent revealed that they are not open to 
challenges and change.  Small businesses should be flexible and adapt easily 
to change so as to enhance the competitiveness of the business. 
 Yes (%)  No (%) 
Q23: Do you allow employees creativity in their work 100 - 
Q24:  Do you involve employees in team work 100 - 
Q25:  Is your organization open to challenges and change 87 13 
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Part 6 - Implementation 
 
Table 4.41 Implementation (Rating: Yes/ No) 
 
Eighty seven of the respondents admitted that they would want to have the 
employee empowerment programmes implemented in their businesses and this 
is a positive reaction by the employer as this will enable the employer to set up 
goals and objectives of achieving the desired need.  
 
Seven percent of respondents had knowledge of the incentives and initiatives 
that the Government offers to assist the development of small businesses 
especially with regards to skills development, while ninety three percent were 
unaware of such initiatives.  It is therefore important that employers start to 
interact and network with the Government institutions as they will find 
opportunities that will benefit their businesses in achieving competitive edge. 
 
Table 4.42 Implementation (Rating: Tick appropriate answer) 
 
Q27 When would you consider it best? 
As soon as possible 87 
After 1 year 7 
After 2 years - 
Other 7 
 
Eighty seven percent of the respondents agreed that they would want to see the 
implementation of this programme as soon as possible, seven percent of the 
respondent's stated that it would be best to implement the programme after a 
 Yes (%) No (%) 
Q26:  Would your business consider implementing  
          empowerment programs? 
87 13 
Q28:  Are you aware of the skills development programs  
          available through the Department of Labour? 
7 93 
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year, while seven percent respondents did not choose a specific time frame.  It 
can be seen from the positive results of the majority respondents that there is 
an urgent need for the implementation of employee empowerment strategies.  
 
4.4 SUMMARY 
 
This chapter has, through the empirical survey conducted, proved that small 
businesses are taking advantage of employee empowerment strategies but in 
ways not clearly understood by them. Employers and employees, in many 
aspects responded in different ways, which could at the end mean that they 
have hidden issues or discrepancies between themselves. It is therefore 
important that they start to share and work together for the good of themselves 
and of the business in an open and honest approach. 
 
It is recommended that small business owners should make their employees 
dedicated and committed to the culture of the business immediately they 
become part of the business. Small businesses should work on setting on 
attainable goals, employees should also learn about the business and the 
reason the business exists. If employees believe that they are just following the 
orders of someone up the hierarchy, if they feel little autonomy or freedom, they 
will also lack a sense of empowerment. Employees should feel that what they 
do is appreciated and that they make a difference in the business.   
 
Employers and employees should progress towards achieving the goals of the 
organization.  It does not matter who does what and how, what matters is 
customer satisfaction and relationship building.  Without a sense of progression 
towards a goal, a belief that their actions are influencing the system, employees 
will not feel empowered. In this way, each dimension adds a unique element to 
the overall construct of empowerment. Empowerment is a learning process, a 
journey and a work in which both parties involved should dedicate their abilities 
and strengths upon achieving the best out of empowerment.  
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CHAPTER 5 
 
 RECOMMENDATIONS AND CONCLUSIONS 
 
 
5.1 INTRODUCTION 
 
Firstly, this chapter incorporates all the information undertaken from previous 
chapters of the research study for the purpose of providing recommendations 
made to small businesses with regard to employee empowerment.  Secondly, 
the summary connects the main problem of the study and sub-problems to the 
literature study based on employee empowerment strategies. Lastly, the 
chapter proposes strategies integrating both what the literature and empirical 
study are revealing in view of employee empowerment strategies.   
 
The objectives of this study as stated in chapter 1 were to: 
 
 Understand the concept of employee empowerment,  
 The strategies small businesses can utilise to empower its employees,  
 The barriers to employee empowerment,  
 The benefits of empowerment,  
 Type of organizational culture that supports empowerment and  
 The implementation of employee empowerment. 
 
5.2 SUMMARY 
 
Chapter 1 of this research study brought forward the main problem as well as 
sub-problems derived from the main problem.  The purpose of the study 
undertaken is to investigate into employee empowerment strategies for small 
businesses (small, medium and micro enterprises) SMME's.  To provide a 
solution it was imperative to first investigate the extent to which the small 
businesses use employee empowerment strategies to empower their 
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employees, this serves as a foundation of knowing the current status of small 
businesses in relation to employee empowerment.   
 
The main problem asked the following question: 
 
To what extent do small, medium and micro enterprises (SMME’s) use 
employee empowerment strategies?  
 
The main problem led to the following sub-problems: 
 
 What is empowerment and why is it important? 
 
 What strategies can be used to empower employees? 
 
 What are the barriers and benefits of employee empowerment? 
 
 What type of organizational culture is necessary for the successful 
empowerment of employees? 
 
Small, medium and micro enterprises (SMME's) are generally uncompetitive 
when it comes to unskilled labour, which did not necessarily undergo special 
training for the tasks they are performing.  The reason behind this is that small 
businesses work within a limited budget, most of the time; they lack or are in 
shortage of resources. These will include specifically financial and human 
resources, infrastructure, technology, management skills, etcetera.  According 
to Amos and Ristow (1999: 107) "there is high unemployment among unskilled 
individuals while, on the other hand there is a shortage of skilled employees". 
 
The most vital resource that these small businesses can invest in is their 
human capital so that the business is able to at least achieve its goal of making 
profits that will eventually lead to the business growth.   
 
 
 
78
The main problem was therefore asked to firstly investigate the degree to which 
SMME's use employee empowerment strategies in their businesses as basis of 
the small business owner's commitment to nurturing and developing employees 
in order that they add value to the business. Secondly, to give an indication of 
whether the parties to the employment agreement (employer and employee) 
understand the concept of employee empowerment, what strategies are being 
used to empower employees, what are the barriers and benefits they encounter 
in relation to empowerment and what organizational culture the business is 
using in promoting an empowerment environment, these were discussed in 
detail in chapter 2 as revealed by the literature study.   
 
A structured research method of gathering empirical study, a questionnaire was 
administered.  A questionnaire combining all the key elements as mentioned in 
the main problem and sub-problems was developed with the aim of 
investigating the extent to which SMME's use empowerment strategies to 
empower their employees and this was covered in chapter 3 of the study.  
 
A business can be well established and be successful, but the driving force 
behind its progress are its people. Motivated and trained people are a 
prerequisite for the success of any business.  The understanding of the concept 
of employee empowerment by both employers and employees has different 
perspectives, according to the researcher's observation during the interview 
process; both employers and employees reflected hidden unresolved 
discrepancies among themselves. In some instances both parties were not 
familiar with the concept of "employee empowerment". After it was explained to 
them, they began to get a clear understanding of this concept and the 
implications associated with it.  
 
 The researcher, while conducting interviews, visited a business where the 
employer responded positively to all aspects associated with employee 
empowerment, that is, allowing employees to express their creativity, offering 
bonuses, conducting on the job training and involving employees in decision 
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making processes, but the employee responded negatively, and assured the 
researcher that this is what generally happens to most employees. This shows 
that there are issues between employers and employees, be it personal or work 
related issues or it can be assumed that the employer did not want to reveal the 
negative side of the business, as some thought the study will at the end expose 
their businesses' weak points. 
 
The small business will succeed only when such issues are brought on the 
table and both the employer and employee start to honestly communicate with 
each other about the aspect of the business.  It is the responsibility of the 
employer to develop a working relationship with employees. A small business 
owner needs to work hand in hand with employees as his or her available 
useful resource.  
 
The positive aspect of this research would be on having all questions answered 
similarly by both the employer and the employee as well as having a hundred 
percent response rate from all respondents.  This would then mean that 
employee empowerment strategies are actually in full function within the small 
business sphere. Not all small businesses use the strategies revealed in the 
literature, but there is still a connection between what the businesses are doing 
and what the theory is revealing.  Yet, despite the current situation, small 
businesses can learn from employee empowerment. 
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5. 3 RECOMMENDATIONS 
FIGURE 5.1 
UNDERSTANDING THE CONCEPT OF EMPLOYEE EMPOWERMENT 
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Figure 5.1 has been developed in order to summarise and bring into 
understanding the concept of employee empowerment and the elements 
associated with empowerment and to propose a strategy that incorporates all 
the strategies revealed in the literature.   
 
Empowerment is an umbrella term referring to motivation, education, training 
and development activities to which people, whether young or old, are exposed 
with a certain purpose in mind, i.e. to uplift and enable them to execute a job 
more effectively.  Empowerment means letting go of the authority to make 
certain decisions, which is partly a good management practice, and partly about 
facing reality - the reality that modern employees would not accept jobs where 
they have no say in their day-to-day operational decisions. Still, old habits die-
hard and some managers will struggle for a while to change their roles from 
prime decision maker to facilitator.  
  
Small business use of empowerment strategies for employees begins firstly 
upon their understanding of the concept of empowerment in the workplace.  The 
focus is not only on the strategies they use or can use, but upon the full 
understanding of employee empowerment in the small business sphere.   
 
Understanding existing strategies towards employee empowerment helps the 
business to know the current status of the business in empowering its 
employees.  The theory as stated in chapter 2 reveals that there are employee 
empowerment strategies available that can be utilised by small businesses and 
in business practice such strategies are being used.  Different authors and 
books revealed almost the same strategies though explained in various ways 
that are aimed at empowering employees at work and as per these strategies, 
the respondents, especially on the side of employers exposed that they are in 
their capacity.  Employee's response has shown that some of these strategies 
are being used in their work places. 
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Employee empowerment is as important as breathing, without an empowered 
workforce, the business is doomed to die.  An empowered workforce makes 
things happen, they display their creativity; they work in conjunction with their 
employers in order to achieve the goals of the business.  Empowerment can be 
seen as an ongoing process, a life long learning process, where both parties 
involved learn, make mistakes, and learn from the mistakes, then go back again 
to learning, like a merry-go-round.  As employees are being entrusted with the 
power to act for the benefit of the business, and as they learn the business, 
employers will be comfortable with sharing and working with them to achieve 
the goals of the organization and employees in return will feel more contented 
assuming greater accountability. 
 
According to research findings, there is a need for employers to engage 
themselves in employee empowerment strategies, as these will break barriers 
between employers and employees, which at the end affect the success of the 
business.  According to the researcher's observation of the respondents, 
employees are reluctant to disclose the current situation of their work situation 
in relation to empowerment.  Some have been willing to comment and it can be 
concluded that employees have a desire to see the implementation of 
empowerment strategies, as thirty three percent of the respondents stated that 
it is the lack of employers interest that hinder the process of employee 
empowerment, which means they would like to see it implemented but the 
employer has no interest.  Forty percent of the employer respondents' results 
revealed that a barrier to employee empowerment is lack of interest on the part 
of employees.  It can be concluded therefore that the employees blame 
employers and employers blame the employees.   
 
This exposes the fact that there are issues or problems in the working 
relationship between the employer and the employee.  Irrespective of the 
different views they each have, at the end they both want to see the 
implementation of such strategies in their work place. Eighty seven percent of 
employer respondents would consider implementing employee empowerment 
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programmes in the business and eighty seven percent of employee 
respondents would want to see the implementation of the programme in their 
business, which means both parties are interested in the concept of employee 
empowerment and since they understand what it involves, they are interested in 
implementing it as soon as possible. Employee respondents' results showed 
that ninety seven percent are interested in the implementation of strategies as 
soon as possible and eighty seven percent of the results on employer 
respondents' reflected that both employers and employees are interested in the 
implementation of employee empowerment strategies as soon as possible.  
 
Theoretically, different authors provide strategies for empowering employees, 
from performance appraisal, communication, acknowledging and accepting 
employees, training and developing, allowing room for error or mistakes, 
delegating responsibility, creative decision-making and financial incentives.  
These strategies, in practice, are being implemented but not in accordance with 
the standards of the revealed literature.  To reach symmetry, there should be a 
positive or a healthy fit between what is revealed in theory and what is done 
practically. The theory reveals the benefits and barriers associated with 
employee empowerment.  These benefits and barriers as discussed in chapter 
2, should be taken into consideration as they open a way of motivating 
employers and employees to jointly participate in the implementation of the 
empowerment strategies and the barriers will assist them in understanding the 
reason why employee empowerment is not implemented and they will serve as 
a guideline in sorting out their differences. 
 
Understanding the concept of employee empowerment through what the 
literature and the empirical studies reveal, will form a base for the solution on 
employee empowerment in small businesses.  Firstly, it is vital that the 
problems associated with employee empowerment in small businesses be 
identified in order to develop strategies that can be effectively used by the 
SMME's. 
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The problems faced by small businesses are primarily based on: 
 Lack of finance in SMME's: as small businesses, they work within a 
limited budget, and as a result they cannot afford to participate in 
empowerment strategies that would involve money in most cases. 
 
 Lack of technical skill & know-how: in many instances, as a result of 
shortage of skilled labour force, businesses become forced to hire 
people who do not necessarily have the required skill of doing the job 
and sometimes, people who have the skills, would be expensive to hire 
because of financial problems. It is therefore important that the small 
business owner, invest in training and developing the employees in 
areas where they will find that, even if the organization is not paying 
well, they prefer to stay with the business. 
 
 Lack of understanding of employee empowerment concept: the first 
question on the survey was to see how both the employer and the 
employee understand the concept of employee empowerment.  
Seventy three percent employee respondents', and 67 employer 
respondents' results proved that people do not have an understanding 
of the concept of employee empowerment, to them, it sounded new, 
but when it was explained to them, they could basically understand, so 
it is vital that the concept be taught to both employers and employees. 
Empowerment is basically an ongoing learning experience that occurs 
in the business as the employer and employee interact together. These 
hindrances can only be removed once a clear understanding of the 
concept of employee empowerment is understood. 
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Strategies to be considered as a result of this research phenomenon are as 
follows: 
 Capitalise on non-financial strategies: efforts should be made on finding 
ways of empowering employees at no cost or at a low cost.  Employers 
should continually engage themselves in taking advantage of the 
strategies that will cost them nothing financially but will add value to the 
business. These are motivational strategies, where the employer keeps 
on acknowledging in word the importance and the role the employee is 
playing in achieving the goals of the organization, using communication 
as a tool to empower employees, letting them to be in control, be 
responsible and be able to take initiative in their work situation. 
 
 Benefit from Skills Development Act: ninety three percent of the 
employer respondents are not aware of the Government initiatives 
directed toward the improvement of small businesses through the Skill 
Development Act.  Small businesses can make use of employee 
empowerment through certain government initiatives, especially the 
Skills Development Act, which promotes and encourages the 
development of skills specifically for the disadvantage group, who have a 
very urgent need for skills improvement.  Small businesses, as 
survivalist, can only survive in the economy through the support and 
participation of employees and developing a relationship with employees.  
 
Amos & Ristow (1999: 114) mention the aims of the Skills Development Act 97 
of 1998 as follows: 
To provide an institutional framework to devise and implement 
national, sector and workplace strategies to develop and improve 
the skills of the South African workforce; to integrate those 
strategies within the National Qualifications Framework 
contemplated in the South African Qualifications Act, 1995; to 
provide for learnerships that lead to recognised occupational 
qualifications; to provide for the financing of skills development by 
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means of a levy-grant scheme and a national Skills Fund; to 
provide for and regulate employment services; and to provide for 
matters connected therewith. 
 
It is only registered businesses that qualify and benefit from the Skills 
Development Act.  The amount of money paid by the business is reasonable as 
compared to the benefits the business will gain in developing its employees 
through Sector Education and Training Authority (SETA).  Small businesses 
need to engage in informal training as well as this will not cost the organization 
so much as it would if they did formal training.  This could mean that the 
employer sets aside time to meet the employees and share with them the ups 
and downs of the business and what they can do together to keep the business 
going strong.  The employer can at times invite specialists in the field of which 
his or her employees work on so as to address the issues relating to what they 
are performing.  People can be called to motivate employees and though it 
seems informal, it can develop the employee's morale and improve workers 
performance. 
 
Training of employees should contribute toward improving the physical, 
emotional and intellectual development.  Small business source of existence 
depends not only upon technology and capital but upon the performance of 
employees (Amos & Ristow, 1999: 107). Training and developing employees 
should be the primary goal of the business, small businesses should start 
finding ways of tapping into government initiatives, they should connect 
themselves with the Department of Trade and Industry and other governmental 
bodies and get to know available skills development programmes they have and 
how they can benefit from them.  Small businesses should be willing to adjust 
and be flexible if they want to make an impact to the economy of the country. 
Some businesses are Black Economic Empowerment (BEE) compliant as a 
result they qualify to take part of what the Government is offering in relation to 
the skills development of the workforce.   
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Employee empowerment should take its foundation from the willingness of both 
the employer and employee to work together, especially on the side of the 
employer to be willing to share information about the business, the reason the 
business exists, the short and long-term goals of the business and the 
contribution the employee is making in the business.   
 
SMME's should be mentored by Governmental bodies, develop networks and 
adopt a pro-active approach that suits their business profile.  The concept of 
employee empowerment must be clearly understood in order to understand its 
importance and its power to the small business.  The identified problems and 
strategies knit together in assisting both the employer and employee to get a 
broader understanding of the concept of employee empowerment.  
 
5.4  RECOMMENDED STRATEGIES 
 
 PRO-ACTIVE APPROACH 
 
This strategy incorporates all strategies mentioned in this study and will be 
valuable specifically for small business success.  By being pro-active, one is in 
the position of doing whatever is worthy of solving any situation or problem, 
using the resources that are currently available to him or her, at his or her own 
time without having to first consult any one in superior position.  Pro-active 
approach does not however, eliminate the rules and procedures of the 
organization, but it allows for a flexible way of dealing with the problems. One of 
the elements of employee empowerment is essentially based on the creativity 
and pro-active approach of the employee to handle unexpected situations 
arising due to customer’s unforeseen circumstances.   
 
Pro-activity is simply taking chance and risk; so it does not matter what the 
situation is, you just “try” and do what is perceived right.  This strategy will be 
suitable for organizations that are willing to change and who want to become 
competitive in the 21st century.  Pro-active approach allows employees in their 
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jobs to take initiatives, to be fast thinkers, to act quickly in solving technical 
problems without having to go via procedures. 
 
The aim is to attend to the specific need of the moment and meet client’s 
expectations and leave them satisfied. In this way a good impression is left in 
the client’s mind and heart and a lasting positive profile of the organization is 
created in the process, that of being caring and meeting client’s needs and 
expectations. Such an attitude will definitely incite clients to come back again, 
hence contributing towards client’s retention leading to sustainable business 
through the bond and trust of the relationship with the clients.  The whole 
purpose and existence of any business is to attend to the needs of customers 
or clients, without them the business is dead and without employees to serve 
them, there is no business.   
 
This will mean that the employer upon hiring a candidate for a job must 
immediately instil these words "BE PRO-ACTIVE". The business should in this 
case do what is called "introspection" in this situation examine the beliefs, 
morals and goals aimed toward the success of the business. 
 
The pro-active approach will involve or integrate the following strategies as 
discussed in this study: 
 Appraising performance 
 Acknowledgment and acceptance 
 Communication 
 Information sharing 
 Training and development (informal and formal) 
 Creative decision-making 
 Allow room for error 
 Taking responsibility and being accountable 
 
Educating employees to be masters over their jobs encourages them to be pro-
active and self-directed and the productivity of the business will increase if 
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employees are proactively enhancing their portfolio of skills, knowledge, 
abilities and experience.   
 
Small businesses should implement a balance scorecard and measurement-
based management.  Averson (1998) quotes the description of the innovation of 
the balance scorecard as follows: 
 
"The balance scorecard retains traditional financial measures.  But 
financial measures tell the story of past events, an adequate story 
for industrial age organizations for which investments in long-tem 
capabilities and customer relationships were not critical for success.  
These financial measures are inadequate, however, for guiding and 
evaluating the journey that information age organizations must 
make to create future value through investment in customers, 
suppliers, employees, processes, technology, and innovation". 
 
Averson (1998) states "the balance scorecard methodology builds on some key 
concepts of previous management ideas such as Total Quality Management 
(TQM), including customer-defined quality, continuous improvement, employee 
empowerment, and --primarily--measurement-based management and 
feedback".  The balance scorecard is a management system that helps 
organizations to put into action their vision and strategy and assist in clarifying 
them.   
 
Other strategies that can be used to empower employees are: 
 
 COACHING AND MENTORING  
 
 
The employer has the responsibility to take care of the progress of the 
employee, if they do not perform according to set standards, the employer must 
speak to the employee and find out the reason for his or her underperformance 
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status and privately offer assistance. In this case by coaching and mentoring 
the employees, giving advise to the employee and continually assess the 
progress of the employee.  The employee will feel valued and be encouraged to 
perform well and this could be a solution to the problem the employee had 
before the process took place.  Coaching and mentoring helps employees to 
improve at all levels and improves the morale of employees. 
 
 DEVELOP SELF-CONFIDENCE 
 
Most employees lack confidence, confidence over what they do and confidence 
over who they are.  They are not sure whether what they do is correct, even if it 
perfect, they are not sure even if they are the right people for the job they are 
doing, they always feel inferior and this will prevent them form achieving what 
their abilities can achieve.  They may be seen as people who are not interested 
in what they are doing or may be seen as underperformers but the underlying 
fact is that, they lack boldness; at times they may feel scared to put forward 
their ideas and may try new things because they think that they may suggest 
things that do make sense.  Giving the employee too small a hold over his or 
her job can add a negative attitude to his or her self-esteem.  A small business 
owner should create an atmosphere where employee's self confidence is 
enhanced.  Informal workshops and presentations should be done on 
developing one's self esteem; small business owners can even embark on 
presentations based on how to dress smart for success. 
 
 ENCOURAGE CONTINUOUS LEARNING  
 
Learning is a process and a life time event, when speaking about learning; 
many people tend to think that it involves formal training, where one attends an 
institution to learn something that you did not know before.  Learning should be 
encouraged in small businesses as an event that happens on a daily basis.  A 
person might have learnt how to prepare a coffee, but as he or she prepares it 
daily, he or she learns new aspects that were not know previously. The 
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employee learns with first hand knowledge experience that instead of starting 
with A, B, C, it would be good to start with C then B then A.  Employees must 
be encouraged to learn from what they are doing on a daily basis, to accept 
mistakes as a learning process, not to condemn them when things are not 
going the way they were planned but to keep in mind that, there is another 
opportunity.  Small businesses can encourage their employees to read as much 
as possible, books, magazines, newspapers, etcetera so as to keep their minds 
receptive to ideas and challenges.  An employer can buy and keep newspapers 
in the office and encourage employees, during lunch-time or team time to read 
them, this will make employees feel valued. 
 
The things that employers do for their employees become a motivating force for 
the employees to perform. 
 
 DEVELOP AN ORIENTATION PROGRAMME 
 
      Businesses often conduct an informal induction process, where they just take 
the employee around the business and introduce him or her to other colleagues 
and then show his or her workstation.  This is due to the fact that employers are 
always busy and they have hired the person to start as soon as possible.  Small 
businesses in particular, because of their nature of operation, may find it difficult 
to conduct such programmes but it is vital for both the employer and the 
employee, the latter to know and understand what is expected of him or her and 
the former to share the reason the business exists and the value of the 
employee in the business. 
 
 CREATE AN ENABLING, INVOLVING AND ENCOURAGING 
ENVIRONMENT 
 
An enabling environment is that which facilitates and allows employees to think 
creatively, to make sound decisions relating to their work, to communicate 
openly with the employer when encountering problems in performing their 
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tasks.  SMME's should develop an approach of trusting their employees to do 
their jobs even on employer absentia. Small businesses should involve their 
employees in decisions that will affect their jobs; this involvement should be 
personally done by the employer and not the employee hearing from another 
employee.  Issues should be tackled jointly, so as to avoid grapevine routes.  
Employees should be involved in taking responsibility for improving their work 
situations regarding the way things are done in the organizations.  Small 
businesses should encourage employees to take a more active and 
participative role in their work.  It is the employer's prerogative to ensure that 
employee empowerment is successful, the success and failure of the process 
lies upon the employer because he or she is in full control of the business and 
he is the one who can make things possible and impossible.  The employee 
empowerment process should then start from the employer and then bend over 
to the employee.  This is a holistic approach, where the employer is also 
empowered to be in control of the business, to be flexible and to adapt easily to 
change in order to achieve competitive advantage.  
 
The level to which small businesses use employee empowerment strategies to 
empower their employees is limited only to what the employers know about 
employee empowerment.  The researcher has observed that small businesses 
were not aware of the employee empowerment strategies, others did not know 
that what they do is linked to empowerment, and small businesses should be 
exposed to aspect of business development and human resources 
management.   
 
In relation to the strategies revealed in the literature, the following is 
recommended for the small business: 
 
 PERFORMANCE APPRAISAL 
 
Recognition for the outstanding performance is vital for the employee maturity.  
Small businesses should recognize that this does not necessarily mean pay-
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based appraisal system, appraisal can take a form of saying a positive word 
such as "well-done", "you have done an excellent job", if the employer is willing, 
he or she can give the employee a bouquet of flowers, a 1 hour lunch (if lunch 
is 30 minutes) or a 2 hour lunch, a morning off or an afternoon off.  There are 
many ways to appraise the employee and if this is in place it will motivate both 
performers and non-performers. 
 
 ACKNOWLEDGEMENT / ACCEPTANCE 
 
Employees should all feel acknowledged and accepted by their employees, the 
results have shown that the majority of employees feel that they are 
acknowledged and are part of the business.  This should be the same feeling to 
all employees, though it can be difficult, but the whole notion of employee 
empowerment is to attend to each employee needs, development and growth.  
There should not be employees who feel more valued than others; all should be 
treated the same way.  This will not only make them work freely but will also 
create a spirit of unity among employees and make them work comfortably with 
each other. 
 
 COMMUNICATION AND INFORMATION SHARING 
 
The majority of the respondents have shown that a flattened style of 
communication is used, which is very vital for the small business.  
Communication should be about everything that involves the employee, from 
the goals of the business to the goals of the job that he or she is performing.  
Communication should involve both the good and bad experiences the 
employee is encountering in his or her job even in the work environment at 
large.  Issues should be resolved immediately, if the employee enters into 
disagreements with other employees, it should be sorted out.  The employer 
must be willing to share any type of information with employees that will add 
value or impact on their jobs.  Communication should be done on daily basis, 
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whether there is something new or not, there needs to be communication about 
what needs to be done and how it is to be done. 
 
 TRAINING AND DEVELOPMENT 
 
On-the-job training is important for any type of job.  Employees must be trained 
to gain technical (know-how) skill of doing the job so that when the employee 
underperforms, then it can be understood that he or she did not get proper 
training for the job he or she is doing.  Small businesses tend to think that 
training involves money, which is not always the case, SMME's should engage 
into informal training, which can be conducted in the employee premises.  
Employees can attend customer relation workshops organized by the employer 
and gain customer etiquette skills.  Employees should be encouraged to 
develop their careers, and the employer in this aspect can organize career 
related workshops or even supply brochures of educational institutions and 
encourage employees to further their studies.  The involvement of employers in 
developing their employees can be a driving force to the employee that 
empowers him or her to the job and will create a positive image for both the 
employer and the business.  They can be encouraged to embark on studies 
relating to what they do so they can function more effectively.  Majority of 
respondents have shown that employers do not participate in activities aimed at 
developing employees, academically. 
 
      Small businesses should encourage employees to develop new skills and 
increase their knowledge by offering skill-appropriate assignments or by 
rotating them to perform other co-workers tasks necessary for serving as back-
ups and elimination of routine monotonous environment. 
 
 CREATIVE DECISION-MAKING 
 
Employees should be involved in decision-making process affecting them and 
they should be encouraged to participate in decisions relating to their work 
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situations.  Employees are the only people close to what they do, and the 
problems they experience in what they do can only be solved by them.  They 
should be allowed to bring new ideas. 
 
 ALLOW ROOM FOR ERROR 
 
Allowing employees to improve from their mistakes is part of a learning 
process.  Employers should not speak negative words to employees when they 
make mistakes, but should listen, find out how the mistake happened and then 
work together with the employee in preventing the mistake from happening 
again. 
 
 DELEGATION OF RESPONSIBILITIES 
 
Small businesses should allow employees to engage in their tasks deeper; by 
permitting them to have full control over their jobs and letting autonomy to key 
employees. Small business owners, often tend to be reserved and want to be 
known that they are the owners and therefore they control everything.  Small 
businesses inherent advantage lies upon their ability to satisfy the needs of 
customers and therefore direct all their energies to providing best services to 
customers without having to know who is going to do that and how is he or she 
going to do it.  If employees have a full control over their work, they take full 
responsibility and in return they are able to bring solutions to any problems they 
encounter.    
 
 FINANCIAL REWARDS 
 
Small businesses operate within limited financial resources and cash flow 
capital. Hence the importance of tapping into a non-financial or monetary form 
of reward or strategy towards employee empowerment will be vital for the 
business; for example: appraisal, acknowledgement, or gifts they can assign a 
title for best employee or most productive employee.   
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SMME's would not afford to provide for 13th cheques, medical aids, pension 
funds, and etcetera.  However, it is crucial that small businesses develop a 
system of financially rewarding employees, even with bonuses at the end of the 
year or when an employee during a certain month has performed well.  Small 
business owners, as part of their commitment to their employees, can organize 
gift vouchers, can promote the employee by adding one task to what he or she 
has been doing and add extra cash on her wages, R50 or R30 "Small gifts are 
mostly appreciated".                                               
 
Incremental application of employee empowerment on a small scale, will 
eventually lead to large scale.  The onus is on the employer to initiate the 
process, to even share with employees the importance and relevance of 
employee empowerment in their jobs and lifestyles.  Barriers to empowerment 
will be eradicated when both the employer and employee start to communicate 
in an open and honest way and develop a sense of trust between them so that 
they can work together.  The above-mentioned strategies need to be built-in to 
the culture of the business.  The leadership style should be that which fosters 
participation, where the employer works closely with employees; he or she 
listens to what they want, how they perceive things and then make decisions 
that are based on what employees have suggested. 
 
Employees should be fully engaged in their work, physically and emotionally.  
Small businesses in order to succeed must be open to challenges and be 
flexible to change. Small businesses need a participative approach; employees 
should be in a position of being able to handle any problem in absence of their 
employer.  Heathfield (2005) states that "the organization has the responsibility 
to create a work environment which helps foster the ability and desire of 
employees to act in empowered ways".  Small businesses should align their 
strategic goals with the organization culture.  Employee empowerment should 
be embedded in the culture of the organization; it should be known that 
empowerment is the norm in the small business development.  
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5.5 BASIC REASONS BEHIND EMPOWERMENT:  
 
 to make decisive actions;  
 to boost employee morale;  
 to feel part of the business; 
 to have control over what they are doing;  
 to partner with employers; 
 to be responsible; 
 to promote accountability;  
 to add value to the business; 
 to be creative in their work situations; and  
 to enhance customer satisfaction. 
 
5.6 CONCLUSION 
 
The results of the study indicate that both employers and employees are 
interested in the concept of employee empowerment and in implementing the 
strategies of empowerment to the business.  The study reveals that small 
businesses are committed to empowerment strategies.   
 
Chapter 1 of the study revealed the current situation of small businesses and 
empowerment and the need to empower employees.  The problem statement 
and sub-problems and key concepts were explained.  The importance of 
research was described. 
 
Chapter 2 evaluated theoretical strategies available to empower employees, the 
barriers to empowerment, benefits of empowerment and the organizational 
culture that supports employee empowerment was discussed.  The strategies 
were reviewed with the intention of applying them to small businesses. 
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Chapter 3 described the research design and the methodology followed in the 
empirical study, the data collection instrument, which in this case was the 
questionnaire. 
  
Chapter 4 focused on data findings and analysis that resulted from the study. 
 
Chapter 5 focused on recommendations that resulted from both what the theory 
and empirical studies revealed with the intention of drawing-up a proposed 
strategy for the small business concept. 
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Annexure A- Employee Questionnaire 
 
Section 1 
 
Personal Information  
 
How long have you been working for the organization?………. 
 
 
Section 2 
 This section is based on the employee empowerment concept and 
employee empowerment strategies used in business. 
 The following rating is used: YES  /  NO  
 Please circle the correct answer  
 
Part 1 – Employee Empowerment concept 
 
1. Do you understand the concept of "Employee Empowerment"?   YES  / NO 
 
2. Do you think employee empowerment is important to you?  
 
3. How would you rate the importance of employee empowerment? 
 
 
 
4. Would you consider yourself empowered?  YES  / NO 
 
 
 
Very 
important 
Important Not Important Unsure 
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Part 2 – Strategies  
 
Performance Appraisal 
 
5. Are you appraised for your improved performance?   YES  / NO 
 
Acknowledgment / Acceptance 
 
6. Do you think your input is acknowledged in the organization?  YES  / NO 
 
7. Do you think you add value to the business?   YES  / NO 
 
Communication and Information sharing 
 
8. What type of communication system is used? (tick the correct box) 
 
Vertical – top to bottom  
 
Horizontal- one level  
 
 
9. How often do you communicate with your employer? 
 
Daily 
 
 
Weekly 
 
 
Monthly 
 
 
Never 
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10. What communication modes do you use with your employer? 
 
Email Reports Bulletins/ 
Newsletter 
Personal Consultation 
    
 
 
11. Does the organization share information-affecting you?  YES  / NO 
 
Training and Development 
 
12. Does your organization offer you on the job training?  YES  / NO 
 
13. Does your organization have career management initiatives for you?  
YES / NO 
 
14. Which of the following activities are used to develop your skills?   
 
Workshops Seminars Short 
courses 
Conferences Others 
     
 
Decision-making 
 
15. Are you involved in the decision-making process which affects you?    
      YES / NO 
 
16. Are you encouraged or allowed to make decisions relating to your work 
situations?  YES  / NO 
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Room for error 
 
17. Are you given a chance to improve and learn from your mistakes?  
      YES / NO 
 
Delegation of responsibilities 
 
18. Do you have full responsibility over your work? YES  / NO 
 
Financial Reward 
 
19. Which of the following financial means are used to reward you in the 
organization? 
 
Study 
grants 
Bonuses Extra Cash Gift vouchers None 
     
 
Part 3 - Barriers 
 
20. Which of the following factors are hindrances to employee empowerment in 
your organization? 
 
Fear to take responsibility 
 
 
Lack or employer interest 
 
 
Lack of personal interest 
 
 
Other 
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Part 4 - Benefits 
 
21. Which of the following benefits would you expect in your organization? 
 
Improved performance 
 
 
Increased salary 
 
 
More knowledge 
 
 
Others 
 
 
 
 
Part 5 - Culture that supports employee empowerment 
 
22. What leadership style is used in your organization? 
 
Telling 
 
Selling Participating Delegating 
    
 
23. Are you allowed to express your creativity in your work?  YES  / NO 
 
24. Are you involved in teamwork?  YES  / NO 
 
25. Is the organization open to challenges and change? YES  / NO 
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Part 6 - Implementation 
 
26. Would you want to see the implementation of employee empowerment 
programs in your business? YES  / NO 
 
27. When would you consider it best? 
 
As soon as 
possible 
 
 
After 1year 
 
 
After 2 years 
 
 
Other 
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Annexure B - Employer Questionnaire 
 
Section 1 
 
Personal Information (Tick right box) 
 
Business 
existence 
 
2 years 
 
More than 2 
years 
 
Less than 2 
years 
 
Others 
 
Ethnic Group 
Black Asian White Coloured 
    
 
 
 
Section 2 
 This section is based on the employee empowerment concept 
 The following rating is used: YES  / NO  
 Please circle the correct answer  
 
Part 1 – Employee empowerment concept 
 
1. Do you understand the concept of "Employee Empowerment"?   YES  / NO 
 
2. Do you think employee empowerment is important to you? YES  / NO 
 
3. How would you rate your importance of employee empowerment? 
 
 
 
Very 
important 
Important Not Important Unsure 
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4. Would you consider your employees empowered?  YES  / NO 
 
Part 2 – Strategies  
 
Performance Appraisal 
 
5. Do you appraise improved performance of your employees?   YES  / NO 
 
Acknowledgment / Acceptance 
 
6. Do you acknowledge and validate the input of your employees?  YES / NO 
 
7. Do you think your employees add value to the business   YES  / NO 
 
Communication and Information sharing 
 
8. What type of communication system is used? (tick the correct box) 
 
Vertical – top to bottom  
 
Horizontal- one level  
 
 
9. How often do you communicate with your employees? 
 
Daily 
 
 
Weekly 
 
 
Monthly  
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Never 
 
 
 
10. What communication modes do you use with your employees? 
 
Email Reports Bulletins/ 
Newsletter 
Personal Consultation 
    
 
 
11. Do you share information-affecting your employees directly?  YES  / NO 
 
Training and Development 
 
12. Does your organization offer you on the job training for employees?   
      YES / NO 
 
13. Do you have career development initiatives for your employees?  YES  / NO 
 
14. Which of the following activities do you use to develop your employees? 
 
 
Workshops Seminars Short 
courses
Conferences Others 
     
 
Decision-making 
 
15. Do you involve employees in decision-making process affecting them?   
YES  / NO 
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16. Do you encourage or allow employees to make won decisions relating to 
their work situation  YES / NO 
 
Room for error 
 
17. Do you give employees a chance to improve and learn from their mistakes 
YES  / NO 
 
Delegation of responsibilities 
 
18. Do you allow employees full responsibility over their work? YES  / NO 
 
Financial Reward 
 
19. Which of the following financial rewards do you use in the business? 
 
Study 
grants 
Bonuses Extra Cash Gift vouchers None 
     
 
Part 3 - Barriers 
 
20. Which of the following factors are hindrances to employee empowerment in 
your organization? 
 
Fear to take responsibility  
Lack or employer interest  
Lack of personal interest  
Other  
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Part 4 - Benefits 
 
21. Which of the following benefits would you expect in your organization 
because of employee empowerment? 
 
Improved performance 
 
 
Increased salary 
 
 
More knowledge 
 
 
Others 
 
 
 
 
 
Part 5 - Culture that supports employee empowerment 
 
22. What leadership style do you have in your organization? 
 
Telling 
 
Selling Participating Delegating 
    
 
23. Do you allow employees creativity in their work?  YES  / NO 
 
24. Do you involve employees in teamwork?  YES  / NO 
 
25. Is your organization open to challenges and change? YES  / NO 
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Part 6 - Implementation 
 
26. Would you want to see the implementation of employee empowerment 
strategies in your business? YES  / NO 
 
27. When would you consider it best? 
 
28. Are you aware of the skill development programs available through the 
Services Education Training Authority (SETA) initiatives for skill 
development that could be in favour of black economic empowerment for 
your organization?  YES  / NO 
 
 
 
 
 
 
As soon as 
possible 
 
 
After 1year 
 
 
After 2 years 
 
 
Other 
 
 
